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1. Overview of the Research 


Background 


e Like many other sectors in the economy, the Canadian financial services sector has changed 
dramatically over the last decade. On the one hand, the overall environment in which firms 
within the sector are operating has changed significantly given advances in technology and 
the emergence of a global marketplace for financial services. On the other hand, the way in 
which consumers and businesses are interacting with the sector has also changed : 
dramatically, as have the range of products and services available to them. 


e Against this backdrop, the Task Force on the Future of the Canadian Financial Services Sector 
was established to examine public policies affecting the sector. The Task Force is to make 
recommendations in a number of areas, including examining ways the sector can enhance its 
contribution to job creation and economic growth, ways to increase competition, efficiency, 
innovation, and its international competitiveness, ways to allow it to take advantage of 
technological change, and to enhance its contribution to the best interest of Canadians. 


e In fulfilling this mandate, the Task Force commissioned research in a wide range of areas. This 
report provides the findings from one such element of the Task Force’s research workplan — 
undertaking consumer/public opinion research. 


Objectives of the Study 


e The overall objective of this study is to provide timely and reliable public opinion research to 
support the work of the Task Force. 


e The specific objectives of this study include: 


— describing the current and evolving attitudes of the Canadian public on the range of core 
issues under examination by the Task Force; 


— examining Canadians’ interaction with the financial services sector, including developing a 
profile of individuals as consumers, broad levels of satisfaction, as well as awareness and 
exposure to certain activities; and 


— understanding the interrelatedness of many of the issues, and how they are shaping the 
public's attitudes. 
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Methodology 
e The findings are based on data collected from two sources, including: 
— arepresentative telephone survey of 1,800 Canadians from the general public’; and 


— aseries of focus groups (seven) and triads (21) with individuals who had participated in the 
telephone survey. 


e A general caveat is in order in interpreting the findings from this research. While the research 
was undertaken after the announcement of the proposed merger between the Bank of Montreal 
and the Royal Bank of Canada, it was completed prior to the announcement of the proposed 
merger between the Canadian Imperial Bank of Commerce and Toronto Dominion. In that 
regard, it is unclear how this second announcement would have changed the overall findings, 
although it is likely that perceptions in some key areas would be altered (e.g., perceived levels 
of competition). 


e Throughout this research, the term financial services sector was used in reference to banks, 
insurance companies and investment dealers or stock brokers. Similarly, the term financial 
institution was used to refer to banks, trust companies, credit unions, and other types of 
institutions where Canadians conduct their personal banking. Non-financial institutions were 
defined as Money Marts or other types of cheque cashing services. In many cases, questions 
relating to insurance and insurance companies were grouped together rather than being 
separated in terms of property and casualty and life insurance. This approach reflects that many 
individuals do not make the same distinction when thinking about insurance. 


Survey 


e A survey instrument was designed to be administered over the telephone to the general public, 
and last 30 minutes on average. The survey was designed in close consultation with the Task 
Force, and to cover issues identified as being of most importance to this research endeavour. 


e In order to gauge the flow and clarity of the survey, the instrument was pretested in a focus 
group setting (English and French) in January 1998. 


— Revisions to the instrument were made to clarify certain questions and to adjust some of the 
terminology. 


— Following the focus group, the survey was pretested over the telephone in both English 
and French. Further revisions were made to give a sharper focus to the questionnaire. 


'- Respondents were asked about their employment status. As such, the survey includes individuals who identify 


themselves as being self-employed. While this group of individuals is not fully representative of small businesses, 
they can be assumed to be representative of self-employed who constitute many of the owners of small businesses. 
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e Following the announcement of the proposed merger between the Bank of Montreal and the 
Royal Bank of Canada in February, 1998, the decision was made to delay undertaking the 
survey at a time when media coverage was at its peak. This was considered necessary in order 
to minimize any possible "noise" in the findings. 


e Final revisions were made to the questionnaire to reflect the changed environment. The final 
version of the survey instrument is presented in Appendix 1-A. 


e In total, 1,800 interviews were undertaken between March 17 and April 4, 1998. The margin of 
error for the overall sample is + 2.3 per cent, indicating the level of precision of the responses 
nineteen times out of twenty. Larger margins of error are associated with subgroups of the 
sample. A field report is included in Appendix 2. 


Focus Groups and Triads 


e The qualitative component to this research project involved undertaking a series of focus groups 
and triads across the country. This two-pronged approach recognized that it would be difficult 
to recruit sufficient numbers of participants to have focus groups with different sub-groups in 
each centre. 


e As mentioned earlier, two focus groups (one English, one French) were held prior to the survey 
in order to gauge the flow and clarity of the instrument. Participants for these groups were 
recruited from the general public in order to reflect conditions that could be expected in the 
actual telephone survey. 


e The qualitative research was undertaken between April 8 and April 17, 1998. 


e All participants in the research were randomly selected members of the general public. 
Recruitment procedures ensured that the views of self-employed people, low-income Canadians 
and individuals living in rural locations were represented in the research. 


e A moderator’s guide for the post-survey focus groups and triads was developed in close 
consultation with the Task Force, and designed to complement the quantitative component as 
well as assisting in the general interpretation of results from the survey. The moderator’s guide 
utilized a modular approach for discussing the study issues. A number of core questions were 
asked in all of the sessions, while a series of optional questions were rotated across the 
discussions. Certain questions were designed to be discussed with specific groups (e.g., low 
income). The moderator’s guide is presented in Appendix 1-B. 


e The post-survey focus groups were composed of members from the general public recruited 
from the survey with three in English and two in French. Recruitment for the triads, to the 
extent possible, placed more emphasis on individuals from lower socioeconomic status groups, 
self-employed, and those outside the larger urban centres. Approximately 95 people 
participated in the qualitative research. 
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— The focus groups ranged in size from seven to 10 participants. Triads usually involved 
three participants, although they occasionally involved the participation of two people or 
one person. 


— The triads and focus groups lasted approximately one and two hours respectively, and were 
conducted by one of two different moderators. 


e The geographic composition of the focus groups and triads is summarized in Exhibit 1.1. 


EXHIBIT 1.1 
Geographic Composition of Focus Groups and Triads 


Location Groups 


Ottawa 1 Pre-Survey Focus Group 
1 Post-Survey Focus Group 


Toronto 2 Focus Groups 
3 Triads 
Montreal 2 Focus Groups 
4 Triads 
Vancouver 5 Triads 
Montreal 5 Triads 
Halifax 5 Triads 


Organization of this Report 
e The rest of this report is organized in nine additional chapters. 


— Chapter 2 provides an overview of the interaction that Canadians have with the financial 
services sector. 


— Issues relating to access to the sector are examined in Chapter 3. 


— Chapter 4 examines Canadians' levels of satisfaction with different elements of the 
financial services sector. 


— In Chapter 5, levels of trust and confidence in the financial services sector are 
highlighted. 


— Chapter 6 explores the images of banks in order to better understand underlying attitudes. 
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— Chapter 7 examines the issues of competition, mergers and Canadian control. 


— Industry practices are discussed in Chapter 8. 
— Issues relating to technology and privacy are examined in Chapter 9. 


— Conclusions drawn from this research are provided in Chapter 10. 


1 
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2. Canadians and Their Interaction with 
the Financial Services Sector 


Profile of Canadians as Consumers of Financial Services 


Canadians and Financial Institutions 


e The overwhelming majority (98 per cent) of Canadians reported having an account with a 
financial institution. Another two per cent reported that they had no account. 


e Given that lower socioeconomic groups are often underrepresented in surveys, it is recognized 
that the two per cent figure is undoubtedly understated. While difficult to say definitively, the 
overall figure could be in the range of two to four percent of Canadians that do not have a bank 
account if it is assumed that the true level is as much as twice as high. 


— Although still relatively infrequent, the incidence of non-account status is highest amongst 
lowest income Canadians (5 per cent). 


— Likewise, three to four per cent of Canadians over the age of 65 reported not having an 
account. 


e That being said, it appears that not having an account is largely a voluntary choice amongst 
those survey respondents without one. When asked about the main reason, most responded that 
they either did not need or want an account, or disliked banks. Difficulties getting an account 
were not mentioned as a reason, although it is possible that some respondents may have been 
reluctant to admit this as a reason. 


e When it comes to the number and type of financial institutions that individuals rely on for their 
different banking activities, there is evidence that many Canadians shop around and that the 
marketplace is not homogeneous. 


e Canadians who deal with only one institution are in the minority today (39 per cent), and 61 per 
cent report that they are using two or more institutions for their different banking activities. 
One in three (35 per cent) reported using two institutions. Another 17 per cent said three 
institutions, and nine per cent said four or more. 


e There are some differences amongst sub-groups of Canadians (Exhibit 2.1). 
— There is a strong correlation between the number of institutions and socioeconomic status. 
— Men are more likely than women to deal with multiple institutions. 


— On aregional basis, individuals living in Quebec and Atlantic Canada are less likely to deal 
with multiple institutions, although it is still a majority. 
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— While some differences between rural and urban areas exist, a majority of all respondents 
still report using multiple institutions. 


EXHIBIT 2.1 
Number of Financial Institutions 


(Per cent of respondents using multiple institutions) 


Gender Income 
$80,000 and over 


$60 - $80,000 
$40 - $60,000 


Fenda $20 - $40,000 


Less than $20,000 


0 60 
Per cent 


Region 
British Columbia 500,000 and over 
en 100 - 500,000 
Prairies 


25 - 100,000 
Ontario 


10 - 25,000 
Quebec 1- 9,000 


Atlantic Canada 


Less than 1,000 


40 60 80 
Per cent Per cent 


Ekos Research Associates Inc. Task Force on the Future of the Canadian 
Les Associés de recherche Ekos Inc. Financial Services Sector Survey, March-April 1998 


e The results from the qualitative research provided insight into why some people rely on one 


institution while others deal with multiple institutions. Three broad "types" of individuals 
emerged in the discussions: 


— Participants using the same, single institution. The main reasons cited for staying with 
the same institution centre on the convenience of one-stop shopping and the identification, 


almost in the sense of a membership, with an institution. Most of these individuals are 
highly satisfied. 


— While for other reasons, some low-income participants indicated that they deal with one 
institution because they use fewer services and have less reason to shop around. Other 
low-income participants said they find switching institutions difficult because they are 
not as attractive customers to large banks. 
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— Participants using only one institution, but have switched institutions because of 
dissatisfaction. These participants seemed to want to remain with their institution, but 
were unwilling to settle for inferior service. Sometimes reluctantly, they took all their 
financial products elsewhere. 


— Participants using multiple institutions. The main driver behind dealing with multiple 
institutions was to shop around for the best deal. Many participants were older, in upper 
socioeconomic status groups, and were more skeptical of any one bank's abilities to provide 
expertise and knowledge in the range of services. 


e The type of financial institution that individuals are using reveals further evidence that the 
Canadian marketplace is not homogeneous. 


e When asked about their primary financial institution, two in three (67 per cent) report using one 
of the big six Schedule I banks.’ Another one in three indicate that their primary financial 
institution is an alternative, including credit unions (13 per cent), trust companies (7 per cent), 
or Caisses populaires (13 per cent). 


e There are, however, some important differences across income levels as well as along regional 
and city size lines. On the other hand, few significant differences are observed along gender 
and generational lines. 


e Generally speaking, upper income Canadians are somewhat more likely than other groups to 
use a big six Schedule I bank (between 70 and 72 per cent). Trust companies are also relatively 
more popular among Canadians with household incomes above $80,000 (13 per cent). Caisses 
populaires are cited relatively more often as the primary institution among middle and lower 
income Canadians (between 17 and 19 per cent). There are no differences among usage of 
credit unions. 


e The differences on a regional basis are clearly evident from Exhibit 2.2. 
— In Quebec, caisses populaires are the choice of a majority of individuals. 


— While a majority in Western Canada use the large chartered banks, credit unions are seen as 
a more popular choice than elsewhere in the country. 


— A strong majority of individuals in Atlantic Canada and Ontario reported using a big six 
Schedule I bank. 


The question asked about the individual’s primary institution, and does not include the other institutions being used by 
respondents who deal with more than one. 
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EXHIBIT 2.2 
Choice of Primary Financial Institutions 


Trust Company 


British Columbia | | British Columbia 


Prairies Prairies 


Ontario Ontario 


Quebec Quebec 


Atlantic Canada : __ Atlantic Canada 


—} Lf 
80 


40 60 
Per cent 


British Columbia 
Prairies 
Ontario 


Quebec 


Atlantic Canada 


40 60 
Per cent 


Ekos Research Associates Inc. Task Force on the Future of the Canadian 
Les Associés de recherche Ekos Inc. Financial Services Sector Survey, March-April 1998 


e There are also some differences along rural and urban lines. Credit unions are, for example, 
more prevalent in smaller communities. One in five (19 per cent) respondents living in 
communities with a population less than 1,000 reported that their primary institution is a credit 
union. This compares to 5 per cent of respondents in urban centres over 500,000. 


Borrowing and Investing 


e Many Canadians are active borrowers and savers/investors, although there are strong income 
and lifecycle patterns. 


e In total, one in two (50 per cent) Canadians reported having had a personal loan in the past three 
years, and one in three (34 per cent) have had a mortgage. Not surprisingly, the lifecycle 
patterns are particularly strong with respect to mortgages given that many younger Canadians 
are likely to have had loans, for example, relating to post-secondary education. 


— Highest levels of borrowing are reported amongst Canadians between the ages of 30 and 44 
(61 per cent for loans; 52 per cent for mortgages). The levels are lowest among Canadians 
65 and older (19 per cent for loans; 15 per cent for mortgages). One in two (50 per cent) 
younger Canadians report having loans, compared to 15 per cent with mortgages. 
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— Closely related to lifecycle patterns, couples with children are also more likely to have had a 
personal loan (58 per cent) or mortgage (49 per cent). 


When it came to accessing credit, six per cent of Canadians reported having had a loan or 
mortgage turned down in the past three years. 


— The rejection rate is not strongly connected to socioeconomic status. 


— Slightly higher rates are statistically significant amongst younger Canadians under the age 
of 30 (9 per cent), males (8 per cent vs. 5 per cent for females), and those that indicate they 
are self-employed (9 per cent). 


Nearly three in four (71 per cent) Canadians who had a loan or mortgage turned down believe 
that the institution's decision was unfair. 


In terms of saving and investing, many Canadians reported having bought Guaranteed 
Investment Certificates (GICs) and mutual funds. Close to one in three (31 per cent) reported 
purchases of GICs in the past three years. Over the same time period, 43 per cent report buying 
mutual funds. 


— Canadians in their prime working age are far more likely to have bought mutual funds — 
53 per cent of respondents between the ages of 30 and 64. This compares to 28 per cent for 
individuals under 30, and 30 per cent among those over 65. 


— Older Canadians are more likely to lean towards GICs than their younger counterparts. 
Four in ten (42 per cent) Canadians 65 and over report buying GICs compared to 20 per 
cent of those under 30. 


Bundling of Financial Services 


While a large number of Canadians rely on multiple financial institutions, there is also evidence 
that many individuals still "bundle" and rely on their primary institution to purchase a range of 
products and services. 


Over two in three Canadians with mortgages (68 per cent), loans (74 per cent) and their credit 
cards (74 per cent) got them from the same institution where they primarily do their personal 
banking. 


Even among those Canadians that deal with multiple institutions, a majority still reported that 
they got their mortgages (58 per cent), loans (60 per cent) and their credit cards (70 per cent) 
from their primary institution. 


Canadians are far less likely to rely on their primary financial institution when it comes to GIC 
and mutual funds purchases. 
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_— Fewer than half (45 per cent) bought all their GICs from their primary financial institution, 
and 25 per cent bought only some of them. Another 30 per cent bought their GICs 
elsewhere. 


— Canadians buying mutual funds are the most likely to shop around, perhaps reflecting their 
greater brand recognition (53 per cent said that they bought them elsewhere). Only 26 per 
cent bought all their mutual funds from their primary institution, and another 21 per cent 
bought some of them. 


e There are, for the most part, only a few significant differences in "bundling" patterns observed 
across the various sub-groups. 


— Respondents who are least likely to report having a credit card with their primary institution 
include younger Canadians (32 per cent), low-income households (36 per cent), those that 
deal with credit unions/caisses populaires (39 per cent), and those living in the largest urban 
centres (32 per cent) and British Columbia (34 per cent). 


— Respondents who rely on credit unions/caisses populaires are the most likely to report that 
they used their primary institution for their personal loans (84 per cent). 


— There are few differences on a rural urban basis. Respondents living in the largest urban 
centres are the least likely to report having a credit card with their primary institution 
(68 per cent). Amongst those living in communities with a population less than 1,000, the 
figure is 83 per cent. Respondents living in cities with a population between 25,000 and 
100,000 were the most likely to have had a mortgage with their primary institution (77 per 
cent). 


Canadians and Insurance 


e As shown in Exhibit 2.3, the majority of Canadians reported having different types of insurance 
either personally or through their employer, association or other source.* The proportion of 
individuals with the different types of insurance varied significantly along generational lines 
and socioeconomic status. 


3 It is possible that a proportion of those indicating they have insurance for such things as automobile and home/apartment may be 


referring to the household (e.g., a son or daughter saying that they are covered under their parents’ automobile insurance policy). 
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EXHIBIT 2.3 
Insurance 


"Do you currently have any of the following types of insurance?" 


Auto insurance 

Life insurance 

Home/apartment insurance 

Health insurance (excl prov. coverage) 


None of the above 


Other 


DK/NR | 


40 
Per cent 


Ekos Research Associates Inc. Task Force on the Future of the Canadian 
Les Associés de recherche Ekos inc. Financial Services Sector Survey, March-April 1998 


e Younger Canadians are the least likely to have different types of insurance, although older 
Canadians are also less likely to have life and health insurance. 


e Amongst lower income Canadians, a minority report that they have life, home or apartment, or 
separate health insurance. A small majority (56 per cent) report that they had automobile 
insurance. In total, nearly one in five (17 per cent) reported that they did not have any of the 
different types of insurance. This compares to at most 5 per cent in other income groups. The 
survey, however, did not identify why different respondents do not have insurance (e.g., cannot 
afford, do not need/want). 


e Couples and individuals with children also tended to report higher levels of coverage. 


e One in ten (8 per cent) Canadians with insurance also reported purchasing an annuity or another 
type of investment or savings product from their insurance company or broker. 
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Personal Banking and Technology 


Based on both the quantitative and qualitative findings, it is clear that the introduction of new 
technologies has fundamentally altered how most Canadians do their personal banking. Despite 
this endorsement of new technology, many Canadians also still believe that it is important to 
maintain the ability to have "traditional" access to their personal banking services (discussed in 
Chapter Three). 


As shown in Exhibit 2.4, the extent to which bank or debit cards have become part of the 
mainstream personal banking is clearly evident. With only 13 per cent of Canadians reporting 
that they never use them, the penetration rate of bank or debit cards is particularly high. Despite 
some sharp differences in usage, bank or debit cards are used either occasionally or regularly by 
the majority of all subgroups. 


— Bank or debit cards are used almost universally by younger Canadians with only four per 
cent saying that they never use them. In contrast, many older Canadians are not using them, 
although it is still a minority (38 per cent). 


— Respondents living in communities with fewer than 1,000 inhabitants are the most likely to 
never use bank or debit cards, but it is again only a small minority (20 per cent) and similar 
to elsewhere (between 9 and 15 per cent). 


EXHIBIT 2.4 
Personal Banking and Technology 
"How often do you use the following financial services or products?" 


Bank or debit card 


Credit card 


Telephone banking 


Internet or computer banking 


fe) 20 0 60 
Per cent 


[_] Never @ Occasionally L] Regularly 


Task Force on the Future of the Canadian 


Ekos Research Associates Inc : 
n=1766 Financial Services Sector Survey, March-April 1998 


Les Associés de recherche Ekos inc. 
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Credit cards are used less often than debit or bank cards, although nearly three in four 
Canadians still either regularly (36 per cent) or occasionally (37 per cent) use them (see 
Exhibit 2.4). Generally speaking, younger Canadians, lower income groups and those in 
smaller communities tend to use them less often. 


While more recently introduced technologies such as telephone and Internet/computer banking 
are not part of the mainstream yet, they are being used by a small but significant number of 
Canadians. Furthermore, usage of both cuts across different income groups as well as between 
urban and rural areas, although it is slightly higher among upper income groups and larger 
cities. 


In total, close to one in three reported using telephone banking at least occasionally (14 per 
cent) or regularly (17 per cent) (see Exhibit 2.4). 


— Telephone banking usage is higher among younger and middle aged Canadians (between 
30 and 35 per cent), although one in five older Canadians also occasionally use it. 


— Individuals with household incomes above $80,000 are the most likely to report occasional 
or regular usage (39 per cent), but even 27 per cent of low-income Canadians do so as well. 


— More than one in three (35 per cent) of Canadians living in cities with more than 
500,000 inhabitants reported at least occasional usage. In the smallest communities, one in 
five (22 per cent) have done the same. 


One in ten reported using Internet/computer banking at least occasionally (5 per cent) or 
regularly (6 per cent) (see Exhibit 2.4). While this represents a small but not insignificant 
proportion of Canadians, our research in the area of the information highway suggests that there 
is clear potential for it to grow in popularity, provided respondents’ concerns around security 
issues are addressed. 


— For the time being, usage is essentially limited to younger and middle aged Canadians 
(between 12 and 14 per cent). Only one per cent of Canadians over the age of 65 report any 
usage. 


— Similar to telephone banking, individuals with household incomes above $80,000 are the 
most likely to report occasional or regular usage (18 per cent). There is, however, some 
usage among lower-income Canadians (between 6 and 9 per cent). 


— Higher levels of occasional or regular usage are reported in the largest cities (14 per cent), 
although there is still some usage in the smallest communities (6 per cent). 


While many Canadians have warmed to new technology, these developments generated mixed 
reactions in the focus groups and triads. : 
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On the one hand, participants are enamoured of banking machines and agree that they 
represent a major improvement in service quality and even quality of life. On the other 
hand, they also associate technology with less personalized service, and out of the grasp of 
many given that not everybody can afford computers. 


For many participants, the only significant resistance to technology is that they feel pushed 
to use it. That being said, they also feel there is a sense of inevitability that technological 
developments are the wave of the future, but believe that technology could represent 
barriers to some Canadians. 
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3. Access to the Financial Services Sector 


e The notion of "access" to the financial services sector can have a range of interpretations for 
different individuals. 


e This section examines four elements relating to access 1 ensuring that Canadians have the 
ability to access basic products and services provided by financial institutions; the perceived 
importance of in-person access; the use of non-financial institutions for cheque cashing; and 
holding periods on cheques. 


Basic Access 


e On the first issue, most Canadians believe that ensuring basic access to the financial services 
sector is an important policy objective. 


e Basic transactions such as being able to cash a cheque at a financial institution and having a 


chequing account are seen by the majority as "essential" in terms of all Canadians being able to 


access them (63 per cent and 53 per cent respectively). Another third see both as important. 
Few see either as discretionary (Exhibit 3.1). 


EXHIBIT 3.1 
Basic Access 


“How would you rate the following financial services or products in 
terms of all Canadians having access to them?" 


Being able to cash a cheque at your financial institution (n=1800) 
kg 
A basic chequing account (n=1800) 
A bankcard (n=924) 
Being able to pay bills through your financial institution such as a telephone bill (n=1800) 
A creditcard (n=876) 
T 


40 60 
Per cent 


[] Discretionary | Important [_] Essential 


Ekos Research Associates Inc. _ Task Force on the Future of the Canadian 
Les Associés de recherche Ekos inc. Financial Services Sector Survey, March-April 1998 
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In comparison, other products or services such as a bank card or being able to pay bills at a 
financial institution are still seen as at least important by the majority, although only a minority 
rated either as essential (41 per cent and 36 per cent respectively) (see Exhibit 3.1). 


Credit cards are seen as highly discretionary, and only a minority rated them as either important 
(28 per cent) or essential (19 per cent) (see Exhibit 3.1). 


These findings are consistent with attitudes expressed in the focus groups and triads. Despite 
the fact that it was not a top of mind concern, most participants felt that "something" should be 
done to make basic bank accounts accessible to all. As one participant said, "You have to have 
a place to cash your cheque. Your cheque is your money, you live with this. It’s a necessity." 


While a few participants in the groups described a bank account as "a privilege, not a right" and 
pointed to alternatives such as Money Marts, the fact that this may mean some Canadians 
would have to pay higher fees to cash cheques was contrary to most participants’ sense of 
fairness. This was particularly true if it involved cashing a government cheque. 


When it came to assigning responsibility for ensuring access to different services, a majority 
(55 per cent) believe that it should be shared between financial institutions and governments. 
Otherwise, the lean was towards making financial institutions responsible (29 per cent) over 
governments (11 per cent). 


In the discussions on ensuring basic access to a bank account in the focus groups and triads, 
differences in views were expressed about why the responsibility should be with financial 
institutions, governments, or shared between them. 


— The primary rationale for assigning responsibility to financial institutions revolved around 
the latter "giving back" to society/community. 


— Those assigning responsibility to government seemed to base their view on the perception 
that those who faced barriers sought mainly to cash government cheques (e.g., EI, pensions, 
social assistance). 


— Relating to cashing government cheques, many participants felt that financial institutions 
and government should come to an agreement on what they considered to be a relatively 
easy problem to solve. 


In-Person Access 


The second dimension — the notion of in-person access — was examined given the movement in 
the sector towards greater reliance on technology such as automated bank machines, and 
telephone/Internet banking. 
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As shown in Exhibit 3.2, Canadians are divided over in-person banking and using new 
technology. While 47 per cent agree that they prefer to use bank machines over dealing with a 
teller, another 39 per cent disagree. The divisions are largely explained by differences along 
generational lines, and to a lesser extent, city size. 


Reflecting their less frequent use of bank or debit cards, older Canadians are much less 
likely to prefer bank machines (24 per cent agree vs. 67 per cent disagree). By comparison, 
62 per cent of younger Canadians agree that they prefer bank machines, and only 25 per 
cent disagree. 


Canadians living in smaller communities are also less likely to prefer using bank machines 
(32 per cent agree vs. 49 per cent disagree). In the largest urban centres, 52 per cent agree 
that they prefer using bank machines and another 33 per cent disagree. 


EXHIBIT 3.2 
In-Person Access 


t is extremely important for me personally to be able to do my banking in-person 


at a branch 
g 


Personally, | prefer using banking machines over going into a bank and dealing 
with a teller 


Banks should be able to close any branches they need to as long as Canadians 
can still get access to services through new technologies 


= 
20 
Per cent 


BB Disagree (1-3) [ ] Neither (4) [_] Agree (5-7) 
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Despite a general usage of bank machines, most Canadians still lean towards preserving current 
in-person access. A strong majority (67 per cent) agree that it is still important for them to be 
able to do their banking in-person, and only 24 per cent disagree (see Exhibit 3.2). 


Older Canadians are again more likely to attach importance of being able to do banking at a 
branch (86 per cent). 


Similar outlooks are held by individuals with household incomes below $40,000 (72 to 
73 per cent) and Canadians living in smaller rural areas (74 to 79 per cent in areas with a 
population less than 10,000). 
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e For most respondents, the introduction of technology is not seen as a trade-off against branch 
closures. A majority (56 per cent) disagree that banks should be able to close any branches they 
need to as long as Canadians can still get access to services through new technology. Only 
31 per cent agree (see Exhibit 3.2). 


Use of Non-Financial Institutions 


While it is only a small minority of Canadians, there is some usage of non-financial institutions 
to cash a personal cheque. In total, close to one in ten (8 per cent) respondents indicated that 
they have used a Money Mart or another cheque cashing service (Exhibit 3.3). 


EXHIBIT 3.3 
Use of Non-Financial Institutions 


"Have you ever used a Money-Mart or another cheque cashing 
service to cash a personal cheque?" 


Yes, 8% 


Ekos Research Associates Inc. Task Force on the Future of the Canadian 
Les Associés de recherche Ekos inc. n=1800 Financial Services Sector Survey, March-April 1998 


e The findings from this research do not provide definitive reasons why some Canadians are 
using these types of services, although it does shed light in a few areas. 


e To begin with, reported usage cuts across all socioeconomic status groups even though it is 
higher among certain sub-groups — younger Canadians (16 per cent), those with household 
incomes below $20,000 (15 per cent), and students (16 per cent). 
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e Usage of non-financial institutions is also reported by Canadians with and without bank 
accounts. Moreover, only a minority of those respondents without a bank account also reported 
that they have used a Money Mart or another cheque cashing service. 


e Canadians who indicated that their financial institution places a hold on cheques deposited into 
their accounts are far more likely to report having used a non-financial institution (19 per cent 
vs. 6 per cent of respondents who are not required to wait). 


Cheque Holding Periods 


e As shown in Exhibit 3.4, close to one in five (18 per cent) Canadians reported having 
encountered a holding period before using the funds from cheques deposited into their account. 
Fewer Canadians reported having to wait before using funds from a government cheque, 
although the number is still close to one in ten (8 per cent). 


— Younger Canadians and lower-income groups are the most likely to report experiencing a 
holding period on a cheque (27 per cent for both). Still, one in five (19 per cent) Canadians 
with household incomes above $80,000 also reported a holding period. 


— Similarly, younger Canadians are the most likely to report experiencing a hold on a 
government cheque (15 per cent). 
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EXHIBIT 3.4 
Cheque Holding Periods 


"Does your financial institution ever "Do you find this delay to be a serious 
require you to wait before you can use problem for you personally?" 
the funds from a... deposited into your (respondents required to wait) 
account?" 


Not a problem (1-3) 
Cheque (n=887) 


Somewhat of a problem (4 


Government cheque (n=860) 


A problem (5-7) 


0 20% = 40)" 605 80" -100 
Per cent 


0 20 40 
N = 
MB ODOKW/NR [] No [_] Yes aly Beh 


Ekos R h : : __ Task Force on the Future of the Canadian 
<a nde a Sopa ootde . Financial Services Sector Survey, March-April 1998 
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e The strong majority of Canadians who reported having experienced a holding period see the 
wait to be either somewhat of a problem (24 per cent) or a problem (44 per cent) for them (see 
Exhibit 3.4). 


e Inthe focus groups and triads, the idea that some people encounter barriers to cashing a 
government cheque was particularly puzzling to many. As one participant said, "It’s not as if 
the cheque is going to bounce." However, some of the participants with experience on social 
assistance described this as a frequent problem with financial institutions, although they said 
that their local grocery store was happy to cash the cheque. 
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4. Satisfaction with the Financial Services Sector 


Satisfaction 


e Respondents were asked to rate their satisfaction with their last contact with their financial 
institution and their insurance company. At the micro-transactional level, high levels of 
satisfactions are reported by individuals in regards to both their financial institutions and their 
insurance companies or brokers. Moreover, Canadians reported much higher levels of 
satisfaction than what Ekos has observed when examining levels of satisfaction with the service 
received from government. 


e When it came to the last direct contact that respondents had with their financial institution, three 
in four (77 per cent) reported they were satisfied. Only one in ten (11 per cent) reported they 
were dissatisfied, and another 12 per cent said neither (Exhibit 4.1). Contact with financial 
institutions typically related to basic banking activities, applying for credit, financial advice gig 
purchasing investment products. 


EXHIBIT 4.1 


Satisfaction with Financial Institutions (I) 


"Thinking about the last time you had direct contact 
financial institution either in-person, by mail or telephone 


“How would you rate your overall satisfaction “What was the contact that you had with your 
with the service you received?" financial institution?" 


Basic banking 


Dissatisfied (1-3) 


Neither (4) 


Satisfied (5-7) 


1 
100 


40 60 
40 60 
n=176 Per cent Per cent 
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e In order to better understand predictors of satisfaction, multivariate regression models were 
developed to analyze the findings based on sociodemographic variables, financial behaviour 
and experience variables, as well as attitudinal variables. These different models enabled the 
findings to be examined to understand the impact of specific factors when the influence of other 
variables are held constant. 


— Sociodemographic variables include factors such as the respondent's age, gender, education 
and income status as well as the size of the community or city where they live. 
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— Financial behaviour and experience include variables such as whether or not respondents 
have had a serious problem in the past year, and how many institutions they deal with. 


— Atttitudinal variables are based on responses to questions that help reveal underlying 
attitudes (e.g., images of banks). 


Overall, the analysis suggests that behaviour or experience plays a much greater role in 
explaining levels of satisfaction among certain groups than do sociodemographic variables and 
underlying attitudes. Put another way, levels of satisfaction were much more likely to be 
explained by first hand experience in dealing with their institutions rather than by different 
demographic groups or underlying attitudes. 


When it came to behaviour or experience variables, one of the best predictors of satisfaction 
turned out to be whether a respondent has had a serious problem in the past year with their 
primary financial institution. Levels of satisfaction were much lower among those respondents 
who had experienced a serious problem. In fact, satisfaction ratings dropped by more than one 
point on the seven point satisfaction scale on average for these respondents after controlling for 
other experiences and sociodemographic characteristics. Other important experience or 
behaviour related variables that helped to explain lower levels of satisfaction included whether 
the respondent used multiple financial institutions, the perception of encountering tied selling 
related to one of their loan applications, being required to wait for cheques to clear, and being 
rejected for a loan. Use of a bank or debit card was mildly correlated with lower satisfaction 
levels while telephone banking was correlated with higher satisfaction levels. 


When examined according to sociodemographic predictors, the highest levels of satisfaction 
were reported by females and respondents that are unemployed. The lowest levels of 
satisfaction were reported by respondents with a university education, males, the self employed, 
residents in the largest urban centres, and single parent families. In general, lower ratings 
tended to be associated with respondents in higher socioeconomic status living in urban areas 
with the exception of single parent families. Notably, residents in smaller rural areas with 
populations less than 10,000 were not less satisfied than residents in larger cities. 


The best attitudinal predictor was the perception of banks as heartless or caring. In fact this one 
variable could account for 70 per cent of the predictive power of the attitudinal variables. 


Combined, the behaviour, attitudinal and sociodemographic variables could account for 18 per 
cent of the variance in satisfaction ratings. It is likely that this level of explanation could have 
been higher depending on the time frame used to collect the experiences of the respondents. 
While respondents were asked about encountering a serious problem in the past year, the 
qualitative research suggested that respondents often harboured negative views about financial 
institutions many years after the experience. 
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In addition to satisfaction with their last contact with a financial institution, respondents were 
asked to rate their overall satisfaction and their satisfaction with fees and the range of services. 
While Canadians report high levels of general satisfaction, they are far more dissatisfied with 
service fees. As shown in Exhibit 4.2, there were roughly the same number of Canadians who 
were dissatisfied with service fees (42 per cent) as were satisfied (40 per cent). By contrast, 
Canadians were far more likely to express satisfaction when it came to the range and quality of 
products (70 per cent) and the overall level and quality of services (74 per cent). 


EXHIBIT 4.2 


Satisfaction with Financial Institution (Il) 
"How satisfied or dissatisfied are you with ...?" 


Service fees 


Range and quality of products 


Overall level and quality of services 


60 
Per cent 


[| DKINA BB Dissatisfied (1-3) [_] Neither (4) Satisfied (5-7) 
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The multivariate regression models revealed the same variables that were important predictors 
of satisfaction with the last contact were also significant for these broader satisfaction measures. 
Respondents with a university education, those living in the largest urban centres and 
self-employed had lower satisfaction levels as did individuals who had a serious problem, used 
more than one financial institution, and perceived that they have experienced tied selling and 
were required to wait for cheques to clear. Somewhat surprisingly, having been turned down 
for a loan or a mortgage was not as strong a factor in explaining levels of dissatisfaction in these 
broader measures. It was also interesting to note that use of credit cards and a bank or debit 
card was correlated with lower satisfaction with fees but was not correlated with overall 
satisfaction or satisfaction with the range of products and services. 


In terms of the past year, close to one in ten (9 per cent) indicated that they have had a serious 
problem with the financial institution (Exhibit 4.3). For the most part, problems typically 
involved mistakes, unhelpful or rude staff, unacceptable delays, an application being turned 
down and with service, fees and costs. There were no strong sociodemographic correlates for 
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encountering a serious problem, indicating that Canadians from all socioeconomic strata are 


equally likely to encounter problems. 


EXHIBIT 4.3 
Financial Institutions (I) 


Problems with 


"In the past year, have you ever had a “What type of problem was it?" 
serious problem with the financial institution 


where you do your banking?" 


No, 91% 


n=1765 


Ekos Research Associates Inc. 
Les Associés de recherche Ekos inc. 


Mistake 
Unhelpful/rude staff 
Unacceptable delays 
Rejected application 


With services 


Fees/cost 


Inadequate info. 


Improper use of info. 
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More importantly, the majority of respondents felt that their problems had only been partially 
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resolved (18 per cent) or not resolved at all (36 per cent). Only 46 per cent indicated that their 


problem had been fully resolved (Exhibit 4.4). Respondents had dealt with their problems by 


either complaining/handling it internally, raising it with a more senior person (including the 


main office), and switching institutions. 
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EXHIBIT 4.4 
Problems with Financial Institutions (Il) 


“What did you do about your problem or complaint?” “Was your complaint or problem resolved?" 


C lained/handled internally 


Raised with more senior person Yes, fully resolved 


Raised with more senior person (main office) 
Yes, partially resolved 


Raised with third party (government) 
2 


0 20 40 60 
Per cent Per cent 
n=162 
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Ombudsmen were rarely used in trying to resolve problems. This largely reflects that many 
Canadians indicated that they were not aware of ombudsmen, (62 per cent). Only 19 per cent 
were very aware of the ombudsmen. Low-income groups, younger Canadians, and students 
were the most likely not to be aware of them. 


In the focus groups and triads, many participants expressed mixed levels of satisfaction with 
their financial institutions. 


While a few individuals had no complaints, many anecdotes were recounted about errors, 
mix-ups and poor service. These mixed levels of satisfaction expressed were entirely 
centred on issues of service quality, and rarely were related to a specific financial product 
(e.g., better rates of return or more flexible policies elsewhere). 


A number of participants recounted feeling as though they were mere faceless account 
numbers to their institutions, and others talked about access to old-fashioned, personalized 
full-service teller banking. 


On the opposite side of this issue, some participants reported being highly satisfied with 
services as they felt that someone had been assigned to them. These participants tended to 
equate service quality with the staff and management of particular branches, not the 
institutions per se. Many saw their manager as representing continuity and stability in the 
services they receive, and seemed particularly appreciated by women. Some reported 
changing branches in order to follow competent managers and staff. 
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— Participants in the groups were of two minds about whether their satisfaction had increased 
or decreased over the last decade. On the one hand, there is fairly universal appreciation for 
the convenience afforded by banking machines. On the other hand, respondents felt that 
banks had become more and more impersonal, and that customers were being pushed away 
from personalized services and toward the use of banking machines. 


Service fees were an omnipresent issue in every group and triad. Several themes recurred in 
these discussions. 


— There is a widespread perception of injustice and greed in that banks have continued to 
implement service fees while making record profits. 


— Many participants seemed angry with the growing realization of how little the average 
customer is worth in the enormous revenues of financial institutions. 


— Itis difficult for the average consumer to understand what fees are charged for which 
services, and to make adequate comparisons among institutions. 


Levels of satisfaction with Canadians’ last direct contact with their insurance company or broker 
were similar to financial institutions. A healthy majority (70 per cent) reported they were 
satisfied, and only 12 per cent were dissatisfied. Another 12 per cent said neither (Exhibit 4.5). 
Few differences were observed in satisfaction levels between transactions relating to life 
insurance and those relating to property and casualty. Contact with insurance companies and 
brokers typically related to renewing/changing policies, making a claim, seeking information or 
advice, and purchasing investment products. 


— Levels of satisfaction were similar across most transactions except that they were lower 
when it came to making claims. 


— Levels of satisfaction were also similar across most groups, although they were slightly 


higher among older Canadians. 
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EXHIBIT 4.5 


Satisfaction with Insurance Company/Broker 
"Thinking about the last time you had direct contact with your insurance 
company or broker either in person, by mail or telephone contact, ... " 


"How would you rate your overall "What was the contact that you had with 
satisfaction with the service you received?" your financial institution?" 


Renewed/changed claim or policy 


Dissatisfied (1-3) Mad | 
lade a claim 


Insurance advice 


Neither (4 
(4) Information/current coverage 


Satisfied (5-7) 


40 60 


Per cent Per cent 
n=1664 
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In terms of the past year, 7 per cent of Canadians with insurance reported that they have had a 
serious problem with dealings with their company or broker (Exhibit 4.6). Problems typically 


involved lower reimbursements than individuals were expecting, fees/cost, unhelpful or rude 
staff, delays and mistakes. 
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EXHIBIT 4.6 
Problems with Insurance Company/Broker (I) 


"In the past year, have you everhada = "What type of problem was it?" 
serious problem with your insurance 


company or broker?" 
Lower reimbursement than expecting 


Mistake 
a 1 


T 
60 
Per cent 
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e While slightly fewer Canadians had experienced a serious problem with their insurance 
company or broker in the past year compared to financial institutions, they were even more 
unlikely to have their problem fully resolved (Exhibit 4.7). Two in three felt that their problems 
had only been partially resolved (16 per cent) or not resolved at all (50 per cent) by their 
insurance company or broker. Only 30 per cent indicated that their problem had been fully 
resolved. Similar to problems reported in financial institutions, respondents dealt with their 
problems by either complaining/handling it internally, raising it with a more senior person 
(including the main office), and switching institutions. 
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EXHIBIT 4.7 
Problems with Insurance Company/Broker (Il) 


"What did you do about your problem "Was your complaint or problem 
or complaint?" resolved?" 


Switched 


jaan LE 
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5. Trust and Confidence in the Financial Services Sector 


Perceived Safety of the Financial Services Sector 


Given the overall health of the Canadian financial services sector and the small number of 
institutions that have failed in the past number of years, it is not surprising that most Canadians 
tend to see the sector as generally strong. 


For many Canadians, overall confidence in the banking sector is on the rise. One in two (49 per 
cent) agree that they have more confidence in the sector compared to ten years ago. Only one in 
four (23 per cent) disagree, and another 25 per cent said neither. 


While there are few differences along gender and generational lines, the highest levels of 
confidence are expressed by lower socioeconomic status groups, smaller rural/urban areas, 
and in Atlantic Canada. 


Lower levels of confidence are expressed by self-employed, upper socioeconomic status 
groups, in the largest urban areas and in Ontario. 


That being said, there are sharp variations in perceptions about the safety of different 
institutions within the sector (Exhibit 5.1). 


Generally speaking, Canadians have the most confidence in the large chartered banks, and 
few believe that it is likely any one of these banks will fail in the next ten years. 


While still a relatively small number, Canadians are slightly more likely to believe that there 
is a greater risk of failure of other types of institutions such as insurance companies, large 
American banks operating in Canada, credit unions, and mutual fund companies. 


Perhaps reflecting that some Canadians remember failures in the last decade, trust 
companies and smaller banks are perceived as being at the most risk of failure. 
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EXHIBIT 5.1 
Perceived Safety 
"How likely is it that... will fail in the next ten years?” 


* Aggregate response using Bank 


| : * of Montreal, Bank of Nova Scotia, 
A large Canadian bank such as *... (n=1800) CIBC, National Bank, Royal 


Bank, Toronto Dominion 


A large Canadian insurance company such as London Life or The Cooperators 
ik 


A large American bank operating in Canada such as Citibank (n=589) 


A credit union in your province (n=570) 


T 
60 


% indicating likely (5,6,7 on a 7-point scale) 


Ekos Research Associates Inc. 


Les Associés de recherche Ekos inc. Task Force on the Future of the Canadian 


Financial Services Sector Survey, March-April 1998 


e The greatest differences in perceived risk among the different types of institutions are along 
geographic lines. Respondents in Ontario and Western Canada tend to associate greater risks 
across most types of institutions. In contrast, Quebec respondents are the least likely to perceive 
risk across these institutions. 


e When it comes to government involvement, most Canadians indicate that they are not that 
familiar with its role in overseeing the financial sector (54 per cent). Only 16 per cent said that 
they are familiar with governments’ roles, and 29 per cent said that they are somewhat familiar. 


e Despite relatively low familiarity with the role of governments in the sector, there is a slight 
lean towards too little government involvement. While one in four (23 per cent) said that there 
is too much involvement, 35 per cent said that there is too little involvement. Another 24 per 
cent said that the level of government involvement is about right. 


Trust and Confidence 


e In order to put occupations in the financial services sector in a broader context, perceived levels 
of trust were compared to a few other occupational groups, including nurses, and lobbyists. 
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e While occupations such as nurses rate at or near the top and enjoy overwhelming levels of trust, 
it is also clear that trust in bankers and insurance brokers is not that low. By comparison, trust 
in both is well above the levels observed for occupations such as lobbyists which typically rate 
at or near the bottom (Exhibit 5.2). 


EXHIBIT 5.2 
Trust 


“How much trust do you have in the following occupational groups 
or individuals?" 


| Nurses (n=1515)* 


Bank managers at a local branch (n=870) 


Insurance brokers (n=839) 


(n=833) 


pot 40 60 
% indicating trust (5,6,7 on a 7-point scale) 


* From Ekos’ Rethinking Government project, March 1998 


Task Force on the Future of the Canadian 


Ekos Research Associates Inc. ; ; : -Aori 
Fae Mecacies te techarne elo ing Financial Services Sector Survey, March-April 1998 


e In fact, Presidents and Chief Executive Officers of the large Canadian banks enjoy similar 
levels of trust to that of federal and provincial public servants. 


e It is clear, however, that there are significant differences between banks at the national and local 
level. Local bank managers enjoy the highest level of trust in the occupations within the 
financial services sector that were tested. 


e Insurance brokers also enjoy relatively strong trust, and rank ahead of federal and provincial 
public sectors. 
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Canadians and Banks 


In order to better understand the public’s attitudes towards financial institutions and banks in 
particular, respondents were asked a number of questions relating to their images and 
perceptions of banks. 


Respondents had positive views of banks as responsible employers (46 per cent) and good 
corporate citizens (44 per cent) (Exhibit 6.1). In other areas, the perceptions of banks were 
decidedly negative with 44 per cent viewing banks as heartless compared to 28 per cent rating 
banks as caring. 


EXHIBIT 6.1 
images of Banks (I) 


"When people think about the large major banks in Canada, they can 
have a number of different images or attitudes. Ona scale where 1 is 
.., 7 is..., and 4 is neither, how would you describe banks?" 


Responsible employer Neither Irresponsible employer 


: 


_| Good corporate citizen Neither Poor corporate citizen 


Neither Heartless 


60 
Per cent 


Ekos Research Associates Inc. y __ Task Force on the Future of the Canadian 
Les Associés de recherche Ekos inc. n=1688 Financial Services Sector Survey, March-April 1998 


Respondents with the most negative views of banks tended to be university educated, male and 
single family parents. The experiences and behaviour were also good predictors of viewing 
banks as heartless, including being required to wait for cheques to clear, using multiple 
financial institutions, had a serious problem at their primary financial institution, and the 
perception of tied selling. 
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e Respondents were also asked a series of questions designed to measure some of the underlying 
reasons for the images of the banks (Exhibit 6.2). Generally, individuals perceive banks as 
having too much influence and power in Canada (59 per cent), and that banks have more public 
responsibilities than other businesses (58 per cent). Most respondents also do not believe the 
level of service fees is justified given the services provided. Respondents were more split on 
the issue of whether banks earn a fair and reasonable profit. Approximately 47 per cent of the 
respondents disagreed bank profits were fair and reasonable and 40 per cent agreed. 


EXHIBIT 6.2 
Images of Banks (Il) 


The large banks exert too much influence and power in Canada 


In my opinion, the level of service fees are justified given the services provided by banks 


16 


ij 
20 60 
Per cent 


[_] DK/NR BB Disagree (1-3) [ | Neither (4) Agree (5-7) 


Ekos Research Associates Inc. __ Task Force on the Future of the Canadian 
Les Associés de recherche Ekos inc. Financial Services Sector Survey, March-April 1998 


e There was a substantial amount of variability in the predictors of these perceptions or images of 
banks. Respondents who tended to disagree that service fees are justified given the level of 
service provided tend to be the same types of individuals who were less satisfied with services: 
university educated, self-employed, used the Internet, perceived tied selling, had a serious 
problem in the past year, used multiple financial institutions, and were required to wait for 
cheques to clear. 
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There were very few predictors of the extent to which respondents felt banks exert too much 
influence and power in Canada. The only significant sociodemographic predictors were that 
self-employed were more likely to view banks as too powerful and respondents in the upper 
income range were less likely to view banks as too powerful. Only the perception of tied selling 
and being required to wait for cheques entered as significant predictors, both variables 
increasing the likelihood of perceiving banks as being too powerful. 


Quebeckers were far less likely to agree that banks earn a fair and reasonable profit, in fact their 
ratings were a full point lower on the seven point rating scale. Individuals who were university 
educated, used the Internet and were renters were also lower on this rating scale. Using 
experience as predictors, the best predictor of the rating of banks ‘earning a fair and reasonable 
profit’ was whether the respondent had a loan application turned down. This was one of the few 
attitudinal measures where a loan rejection was a significant predictor and the only one where it 
was among the best predictor tested. Other experience or behaviour variables that were 
significant predictors of disagreement that banks earn a fair and reasonable profit included 
purchased a GIC, have a mortgage and were required to wait for a cheque to clear. 


Examining how well these variables predicted the perception of banks as heartless versus 
caring, the best predictor was the extent to which respondents felt service fees were justified, 
the next important variable was the perception of banks having too much power and influence. 
The perception of banks earning a fair and reasonable profit was a substantially less important 
predictor of the perception of banks as heartless. 


From the perspective of service levels, respondents indicated that the expansion of banks into 
investment activities was positive (Exhibit 6.3). Fifty-three per cent of the respondents rated 
the banks’ performance in terms of meeting the needs of Canadians as better today than ten 
years ago compared to 20 per cent who indicated performance was worse. Respondents were 
less convinced this expansion into investment activities provided value for money, 38 per cent 
indicate the banks provided better value for money than ten years ago while 31 per cent rated 
the performance as worse. The correlates of these performance ratings were very similar to 
those for overall satisfaction levels (e.g. lower ratings for self-employed, university educated, 
larger urban centres, had a serious problem with their financial institution in the past year, 
required to wait for a cheque to clear, used multiple institutions, and the perception of 

tied selling). 


PUBLIC OPINION RESEARCH RELATING TO THE FINANCIAL SERVICES SECTOR 


EXHIBIT 6.3 
New Activities of Banks 
"Thinking about this expansion into investment activities, how would 
you compare banks today to banks of ten years ago in the following areas?” 


In terms of meeting the needs of Canadians 


In terms of providing value for money 


DK/NR 
Today’s banks are worse 
No difference 

Today’s banks are better 


Ekos Research Associates Inc. Task Force on the Future of the Canadian 
Les Associés de recherche Ekos inc. Financial Services Sector Survey, March-April 1998 
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Competition, Mergers and Canadian Control 


The issues of competition, mergers, and Canadian control are all closely interrelated. While the 
findings are summarized separately, it is evident that most Canadians make strong linkages 
between them. Attitudes about the level of competition, for example, shape attitudes towards 
mergers. Likewise, attitudes on mergers are shaped by attitudes on Canadian control of the 
financial services sector. 


Perceptions of Level of Competition 


For the most part, the current level of competition in the banking and insurance sectors is seen 

as adequate by most Canadians. This view is reinforced by the findings that a large number of 
Canadians deal with multiple institutions, a fact that suggests that most individuals act as if the 
marketplace reveals competition. 


While the level of competition in the banking sector is rated as at least somewhat competitive, it 
nonetheless finished at the bottom of the list of industries examined. In contrast, insurance 
companies are ahead of banks and tied with airline companies in the perceived level of 
competition in their respective sectors. Both banks and insurance companies trail telephone 
companies which are rated as the most competitive among the different industries (Exhibit 7.1). 


— Women tended to perceive the level of competition as healthier across all industries, 
including banks and insurance companies. 


— Middle aged and older Canadians tended to see the level of competition between banks and 
between insurance companies as slightly less healthy, although only a few of the differences 
are Statistically significant. 


— Likewise, higher income households are slightly more likely to view banks and insurance 
companies as competitive, although only a few of the differences are statistically significant 
again. 


— On aregional basis, the level of competition between banks is rated the highest in Atlantic 
Canada and lowest in British Columbia. With respect to insurance companies, respondents 
in Quebec, Atlantic Canada are likely to rate the level of competition as higher. 
Respondents in British Columbia are the least likely. 
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EXHIBIT 7.1 
Perceived Competition 


“How would you rate the overall competition between companies 
within the following industries?" 


Telephone companies (n=877) 
Investment dealers (n=826) 


Airline companies (n=847) 


Insurance companies (n=1800) 


Banks (n=1800) 


Retail gasoline dealers (n=856) 


1 3 4 aL eO 7 
Not at all Somewhat competitive Extremely 
competitive Average on a 7-point scale competitive 


Ekos Research Associates Inc. Task Force on the Future of the Canadian 
Les Associés de recherche Ekos inc. Financial Services Sector Survey, March-April 1998 


e The qualitative research reinforced the notion that competition in the sector is somewhat 
healthy, although participants at times would contradict themselves. Many would agree that the 
amount of competition in the sector is healthy and subsequently talk about their concern 
regarding "monopolies". It was apparent that the state of competition in the sector is seen as 
fragile, particularly in light of the sector’s increased focus on mergers. Concerns expressed by 
participants largely focus around the level of competition in the future. 


e Opinion in the focus groups and triads was generally divided on the level of competition in the 
financial services sector. For the most part, perceptions appeared to be influenced by two 
sources: personal experiences and advertising. 


— Most participants perceived that there is significant competition in the insurance industry, a 
view based almost entirely on personal experience in shopping around for rates. 


— Participants also felt that there is a lot of competition amongst brokerage firms, and, 
throughout the sector, with respect to investment products. This view appeared to be based 
on what a few termed the "advertising blitz" and the wide range of products and services on 
the market. As one participant said, "Everybody wants your money. And everybody is 
selling RRSPs", but went on to say that is harder to make choices. 


— Participants are less certain about the competition between financial institutions and 
particularly between banks. Some participants interpreted the fact that posted services 
charges and interest rates are essentially the same across institutions as indicative of 
competition. Conversely, others saw this as a sign of collusion. Still other participants 
noted that getting a good deal from a financial institution is a matter of negotiation. As one 
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participant said, "I go to other banks and see what the best rate is, then I go to the bank that 
I've dealt with for years and they always beat the rate." 


Alternatives to Banks 


e Despite differences in perceived security of various types of financial institutions, most 
Canadians consider that there are alternatives to the large banks. 


e The overwhelming majority of Canadians see credit unions, and smaller banks and trust 
companies as viable alternatives for individuals who are not satisfied with the large banks 
(71 per cent and 75 per cent respectively). Only one in ten do not believe that these institutions 
are viable alternatives. On the other hand, far fewer Canadians share the same view towards 
insurance companies (32 per cent see them as a viable alternative to the large banks if they were 
to expand into basic banking activities compared to 47 per cent who do not (Exhibit 7.2). 


— Credit unions are most likely to be seen as a viable alternative by respondents in British 
Columbia (84 per cent) and the Prairies (77 per cent), and Canadians 65 and over (80 per 
cent). They are seen as a less viable alternative among younger Canadians (64 per cent), 
those in low income households (60 per cent), and respondents in Quebec (56 per cent). 


— Smaller banks and trust companies are again more likely to be seen as a viable alternative 
in British Columbia (83 per cent) and the Prairies (82 per cent), but less so in Quebec 
(67 per cent). 


— While all groups are more likely not to see insurance companies as a viable alternative to 
large banks, it is higher among males (37 per cent), Canadians under 45 (34 to 36 per cent), 
and those in low income households (38 per cent). 
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EXHIBIT 7.2 
Alternatives to Banks 


Smaller banks and trust companies are a viable alternative for Canadians who 
are not happy with large banks (n=874) 


Credit unions are a viable alternative for Canadians who are not happy with 
large banks (n=904) 


Insurance companies could be a viable alternative to the large banks if they 
were to expand into basic banking activities (n=1800) 


Ekos Research Associates Inc. : __ Task Force on the Future of the Canadian 
Les Associés de epharche Ekos inc. Financial Services Sector Survey, March-April 1998 


Mergers 


e In order to examine the public’s attitudes towards mergers between large banks, a number of 
different lines of questions were asked. 


e The first line of questioning probed the level of agreement and disagreement with the main 
arguments typically made for and against mergers. 


— Arguments in support of mergers included: large Canadian banks will be better able to 
compete globally; Canadian businesses around the world will be better served; mergers will 
ensure our financial institutions will be under Canadian control in the future; the price for 
bank services would drop because of efficiencies; and the Canadian banking sector would 
be strengthened. 


— Arguments against mergers included: there will be significant job losses; there will be a 
significant number of branch closures; Canadians will get much less personal service; 
allowing large banks to merge will lead to two or three financial institutions having too 
much power; and small businesses would have more difficulty accessing loans. 
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As shown in Exhibits 7.3a and 7.3b, there are strong divisions in perceptions towards the 
arguments that are made for and against allowing mergers between large Canadian banks. 
Overall, respondents were most likely to believe that there will be significant job losses if two 
large banks are allowed to merge, and least likely to believe that prices will drop. 


Respondents were then asked about how important different factors (based on the arguments for 
and against) are in considering whether or not to approve any mergers between large Canadian 
banks. 


As shown in Exhibit 7.4, respondents are likely to believe that most factors should be given 
consideration in arriving at a final decision. While job losses are rated as the most important 
consideration, lower prices are rated at the bottom. 


In the debate around mergers, the proposition is put forward that Canadian banks need to get 
larger in order to be able to compete both globally and increasingly against foreign banks 
operating in the domestic market. Within this context, attitudes were probed in regards to the 
trade off between allowing banks to get larger and the argument that banks are already too large 
and powerful. 


For the most part, Canadians are roughly equally divided in their responses (Exhibit 7.5). 
Typically speaking, younger Canadians and respondents in Quebec are more likely to believe 
that Canadian banks need to get larger and more international. By contrast, older Canadians 
and those respondents in British Columbia are more likely to believe that banks are already 
too large. 


EXHIBIT 7.3a 
Mergers 


"How much do you agree or disagree with the following arguments 
for and against mergers?" 


There will be significant job losses if two large Canadian banks merge* 


Small businesses in Canada would havi 
to merge with one another 


20 
Per cent 


[_] DK/NR Hl Disagree (1-3) [| Neither (4) Agree (5-7) 


Ekos Research Associates Inc. n=1778: *n=1096 Task Force on the Future of the Canadian 
Les Associés de recherche Ekos inc. : Financial Services Sector Survey, March-April 1998 
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EXHIBIT 7.3b 


Mergers 


"How much do you agree or disagree with the following arguments 
for and against mergers?" 


| Allowing mergers between large Canadian banks will ensure that our financial institutions will be 
under Canadian control in the future 


Gal 


Canadians will get much less personal service from their bank if it was to merge with another large 
Canadian bank 


22 | 


Canadian businesses around the world will be better served if large Canadian banks are allowed to 
merge 


The price for bank services would drop because of efficiencies from a merger 


Ekos Research Associates Inc. = Be ae Task Force on the Future of the Canadian 
Les Associés de recherche Ekos inc. n=1778, *n=1079 Financial Services Sector Survey, March-April 1998 


EXHIBIT 7.4 
Consideration of Mergers 


"How important are the following factors in considering whether or 
not to approve any mergers between large Canadian banks?" 


Whether a merger will lead to job losses (n=1778) 


Whether a merger will lead to the closure of bank branches _(n=1778) 


= ae 


"Whether a merger will improve the banking sector's ability serve 
Cdn companies around the world 


Whether a merger will improve the overall strengths of the banking sector 
ae 


seas : S Sue Sees 


of bank services 


Whether a merger will lead to lower prices 


ee 5 Se 


— 


1 4 7 
Not at all important Somewhat important Extremely important 


Average on a 7-point scale : 
Ekos Research Associates Inc. 2 8 Task Force on the Future of the Canadian 


Les Associés de recherche Ekos inc. Financial Services Sector Survey, March-April 1998 
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EXHIBIT 7.5 
Size of Financial Institutions 
"Which statement is closer to your view?” 


Canadian banks need to be larger and more Canadian banks need to be large and more 
international if CANADA IS TO BE A STRONGER international if THEY ARE TO COMPETE AGAINST 
EXPORTER OF FINANCIAL SERVICES IN THE BIG FOREIGN BANKS OPERATING IN CANADA 
FUTURE 


Canadian banks are large and powerful enough Canadian banks are large and powerful enough 
already, and allowing them to be larger will only already, and allowing them to be larger will only 
reduce the level of competition in Canada reduce the level of competition in Canada 


T T 


0 60 40 60 
Per cent Per cent 


n=876 


Task Force on the Future of the Canadian 


Ekos Research Associates Inc. Financial Services Sector Survey, March-April 1998 


Les Associés de recherche Ekos inc. 


In the focus groups and triads, overall levels of awareness were high around the proposed 
merger between the Bank of Montreal and the Royal Bank, and with the recent merger 
announcements in the U.S.. Most participants felt that mergers are an international trend in the 
sector and assumed that this strategy was designed to improve the ability of institutions to 
compete internationally. Still, many were not that familiar with how the increased size could 
translate into an improved ability to compete globally. 


Discussion on mergers in the focus groups and triads led to a number of findings. First, the 
most important consideration for participants revolved around how an issue might affect the 
price they pay for services and products (e.g., service charges, interest rates), as well as their 
ability to obtain credit (e.g., loan approval). Second, participants saw a direct connection 
between prices and access on the one hand and competition on the other. Therefore, any trend 
or potential change that was seen to negatively impact competition was also seen as likely to 
have a negative impact on individual consumers and small businesses. 


All participants agreed that the financial services sector was very important to the economy, 
mostly due to the fact that banks and other financial institutions "handle everyone’s money". 


Participants felt that the main advantage to allowing Canadian banks to merge would be 
increased international competitiveness. Few, however, suggested that this would translate into 
tangible economic benefits at home, although some suggested that the sector would become 
more "efficient". 
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e As noted earlier, participants considered issues and options for the future of the sector in light of 
their potential impacts on consumers (i.e., themselves). From this vantage point, participants 
saw few up-sides to allowing the banks to merge. Indeed, participants were more likely to 
voice concern about the possible erosion of competition in the domestic market. As such, some 
participants suggested that one way to perhaps maintain competition in the sector in the face of 
mergers is to allow foreign banks greater access to the Canadian market. 


e Overall, participants expressed fewer concerns about allowing mergers between insurance 
companies. 


Canadian Control 


e Across a wide range of different indicators, Canadian control of the financial services sector 
was seen as very important for the majority of respondents even if it means not benefitting from 
lower prices. 


e When asked about the importance of Canadian control over a number of different industries, the 
banking sector ranked at the top of the list, ahead of all other industries tested. Canadian 
control over the insurance industry also ranked highly (Exhibit 7.6). 


EXHIBIT 7.6 
Canadian Control 
"How important is it that ... be under Canadian control?" 


The banking industry (n=1800) 
The oil and gas industry (n=583) 


The insurance industry (n=1800) 


The telecommunications industry (n=587) 


The airline industry (n=608) 


1 2 3 4 5 6 Hf 
Not at all important Somewhat important Extremely important 
Average on a 7-point scale 


Ekos Research Associates Inc. Task Force on the Future of the Canadian 
Les Associés de recherche Ekos inc. Financial Services Sector Survey, March-April 1998 


e The overwhelming majority of respondents leaned towards Canadian control over banks (82 per 
cent) even if that may mean slightly higher prices for consumers. Only 16 per cent said that it is 
more important to have the lowest prices even if it means that our banks are under foreign 
control. Respondents also leaned strongly towards Canadian control over insurance companies, 
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although not quite as pronounced. In total, 70 per cent said that it is more important to have 
domestic control over insurance companies compared to 26 per cent who said that it is more 
important to have the lowest prices even if the trade off is foreign control. 


Looking toward the future, the overwhelming majority (86 per cent) of Canadians believe that it 
is important the six Schedule I banks remain under domestic control. Only five per cent said 
that Canadian control over these banks is not important. 


When asked to choose between different reasons behind why they feel that it is important to 
ensure Canadian control of the large banks, respondents were likely to say keeping jobs in 
Canada (29 per cent), banks are a key sector of the economy (25 per cent), and that consumers 
need to be protected (23 per cent). Another 17 per cent said that they feared governments will 
lose the ability to regulate the industry. 


More than three in four (79 per cent) respondents also agreed that they would "hate to see some 
giant U.S. bank come into Canada and squeeze out our traditional banks." Only 14 per cent 
said that they disagree, and six per cent said neither. 


Similarly, a strong majority (59 per cent) of respondents disagree that they "dont really care if a 
large U.S. bank enters the Canadian market if it means more competition, lower prices, and 
better services." Another 30 per cent agree, and 10 per cent said neither. 


In the focus groups and triads, the issue of Canadian ownership was at once more 
straight-forward and more troubling for participants. Essentially, they viewed the issue through 
the same lens as the merger question. Generally, participants saw even more potential 
disadvantages to having foreign ownership of financial institutions for consumers and very few, 
if any, advantages for consumers, Canada and even the banks. 


One or two participants suggested that Canadian institutions could benefit from the superior 
entrepreneurship and creative acumen of foreign, particularly American banks. Conversely, 
most participants had little trouble identifying potential disadvantages to foreign control, 
including the outflow of profits from Canada, a lower likelihood that decisions would be made 
with "Canadian interests" in mind, potential unwanted foreign influence on Canadian economic 
and perhaps even social policy, and a certain loss of Canadian identity. This last point was the 
main objection of a number of participants, and explained that they reacted to this issue "with 
their heart rather than their head”. 


It seems that for many participants, Canadian banks have become symbols of Canadian identity: 
"These banks have been around for years. They took my grandparents’ money, they are part of 
our communities.” "I don’t want to see all the towers in Toronto with American bank logos on 
them." 


As with the merger issue, participants were somewhat less concerned about the foreign 
take-over of insurance companies. On the other hand, few could point to any advantages of 
increased foreign ownership of Canadian insurance companies. 
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8. Industry Practices 


Disclosure 


e A strong majority of respondents believe that Canadians are not being told all they need to 
know about the products/services they are buying from either banks, trust companies and credit 
unions or insurance companies. 


e While 32 per cent of respondents believe that Canadians are being adequately informed by 
financial institutions, another 64 per cent believe that they are not being adequately informed. 
Four per cent said that they do not know (Exhibit 8.1). 


This view was equally shared across generational lines as well as between socioeconomic 
status groups. 


Small differences are observed along regional lines. Quebec respondents are a little more 
likely to believe they are not adequately informed (72 per cent). Respondents in Ontario are 
less likely to hold this view (61 per cent). 


Self-employed respondents are the most likely to believe they are inadequately informed 
(74 per cent). In contrast, respondents who are employed full-time are the least likely to 
hold this view (60 per cent). 


EXHIBIT 8.1 
Disclosure 
"Do you think that Canadians are being told all they need to know 
about the term, costs, and risks of different products and services 
before purchasing them from a...?" 


Bank, Trust Company or Insurance Company 
Credit Union 


Ekos Research Associates Inc. Task Force on the Future of the Canadian 
Les Associés de recherche Ekos inc. Financial Services Sector Survey, March-April 1998 
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Compared to financial institutions, respondents are a little less likely to believe that Canadians 
are being adequately informed by their insurance company (27 per cent). Another 68 per cent 
believe that they are not being adequately informed, and five per cent say that they do not know 
(see Exhibit 8.1). 


— While no differences are observed across income lines, older Canadians are less likely to 
say that they are inadequately informed (60 per cent), although they are also more likely to 
say that they do not know. 


— On aregional basis, Quebec respondents are the most likely to believe they are inadequately 
informed (73 per cent). Respondents in British Columbia are the least likely to hold this 
view (60 per cent). 


Tied Selling 


The survey explored the issue of "tied selling" by asking respondents who have had a loan or 
mortgage in the past three years whether they have ever felt that one of their loans or mortgage 
may not be approved unless they also purchased another product like insurance from their 
institution. 


Among this group of respondents, 16 per cent have the perception that their application may not 
have been approved unless they purchased another product. Another four per cent believe that 
this might have been the case, but they were not sure. The overwhelming majority (80 per cent) 
of these respondents responded that they did not have this perception (Exhibit 8.2). 


— Few statistically significant differences are observed across socioeconomic status groups or 
along regional lines. Canadians 65 and over are somewhat less likely to hold this 
perception. 


— The highest levels are reported among self-employed Canadians (26 per cent) and those 
respondents working part-time (23 per cent). 
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EXHIBIT 8.2 
Tied Selling 


“Have you personally ever felt that one of your "What did you do?" 
loans or mortgage may not be approved unless 
you also purchased another product like 
insurance from your institution?" 


(Subsample of Canadians who have had loans/mortgages 
n past three years) 
Purchased other product 


Maybe, but not sure 


T 
60 

Per cent Per cent 
n=1178 


Ekos Research Associates Inc. Task Force on the Future of the Canadian 
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e When asked what they did in response to the tied selling, most respondents said that they 
purchased the other "tied" product (46 per cent). Other respondents did not purchase the 
original product (26 per cent), took their business elsewhere (8 per cent), or complained to the 
institution’s manager (7 per cent). 


e No instances of tied selling were noted in the focus groups and triads, although there was a 
recognition that there is a fine line between tied selling and aggressive marketing. Several 
participants reported that they had not encountered tied selling, but that they had been offered 
more competitive interests rates on loans or mortgages if they also purchased other services 
from the institution. 


e Even discounting for significant misreporting or exaggeration among the 16 per cent of 
respondents, there is little doubt that many Canadians think they experienced this practice. 


Banks and Insurance 


e Three in four (77 per cent) Canadians said that they would prefer to have the choice of buying 
insurance products from either an insurance company or a bank or trust company (Exhibit 8.3). 


e Despite expressing a preference towards having choice, a majority (56 per cent) of Canadians 
also expressed concern that banks would have too much credit and personal information which 
they would use for inappropriate purposes if they were allowed to sell insurance from their 
branches (see Exhibit 8.3). 
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EXHIBIT 8.3 


| would prefer to have the choice of buying my insurance products from either an insurance 
company or a bank or trust company 


i] | [77] 


| would be very concerned that banks would have too much credit and personal 
’ which they would use for inappropriate purposes if they were allowed to sell 
p directly from their branches 


s a 


Personally, | am not that concerned about whether banks can sell insurance products 
directly from their branches 


x 


— 
60 
Per cent 


HM Disagree (1-3) [ ] Neither (4) [] Agree (5-7) 


Ekos Research Associates Inc. __ Task Force on the Future of the Canadian 
Les Associés de recherche Ekos inc. Financial Services Sector Survey, March-April 1998 


Almost one in two (49 per cent) Canadians also agree that they are not personally concerned 
about whether banks can sell insurance products directly from their branches. Another 29 per 
cent say that they disagree, and 21 per cent say neither (see Exhibit 8.3). 


In the focus groups and triads, participants tended to have polarized views on whether banks 
and insurance companies should be given greater freedom to sell a wider variety of financial 
services and products. It is noteworthy that quite a few participants were aware that the CIBC 
was Selling insurance. Most see the trend towards members of the sector selling each others’ 
products as already under way. 


Those who supported the idea of giving the sector greater freedom (some quite enthusiastically) 
felt that it would be a boon for consumers because it would immediately increase competition 
and lead to greater access and lower prices. 


Others were opposed for two main reasons. The most important centred around concern that 
a short-term increase in competition would eventually give way to a dramatic decrease in 
competition as the most successful providers would either drive some of their competitors out 
of business or acquire them. A few participants were opposed mainly because they wanted to 
deal with insurance "specialists". In a similar vein, a few also worried about the banks’ 
competence in the insurance area and the possibility that aggressive expansion into the 
business would force them to assume a great deal of risk, which, in a worst case scenario, 
might negatively affect their banking activities. 
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9. Technology and Privacy 


Electronic Commerce and the Internet 


As discussed earlier, Canadians are warming to technology and moving away from in-person 
branch banking for conducting financial transactions, although many still place a strong 
attachment to "bricks and mortar". For the time being, however, relatively few Canadians are 
using the Internet for their personal banking needs, although it is not insignificant. 


That being said, there is clear potential for the Internet to grow in popularity. From our research 
in the area of the information highway, we know that most Canadians have positive images of 
the information highway/Internet. More importantly, Canadians’ level of comfort with and 
acceptance of the information highway are positively reinforced by usage. 


This latter point is evident when looking at differences in expectations towards the use of the 
Internet for banking and investing in the future (Exhibit 9.1). 


— Close to half (45 per cent) of Canadians who have used the Internet expect that they will do 
some of their banking over the Internet within the next two years. This compares to only 
14 per cent of Canadians who have yet to use the Internet. 


— Fewer individuals overall expect to make some of their investments over the Internet within 
the next two years, although it is again significantly higher among those who have 
previously used the Internet. 


EXHIBIT 9.1 
Personal Finances and the Internet 


"Il expect that I will do SOME OF MY "| expect that | will make SOME 
BANKING over the Internet within the next INVESTMENTS over the Internet within the 
two years” next two years” 


, 


Internet experience* Internet experience” 


T T 
60 40 60 
Per cent Per cent 
ie DK/NR Be Disagree (1-3) Neither (4) Agree (5-7) 
n=904 n=896 


* subsample Task Force on the Future of the Canadian 
Financial Services Sector Survey, March-April 1998 


Ekos Research Associates Inc. 
Les Associ )s de recherche Ekosinc . 
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e Itis worth remembering that Canadians are increasingly using the Internet. At the time of this 
study, a strong majority (56 per cent) of respondents indicated that they have used the Internet 
in the past. 


e One of the key stumbling blocks towards wider acceptance of the Internet for electronic 
commerce in general is the issue of security. 


e At this stage, Canadians overwhelming express reluctance to do basic financial transactions 
such as providing their credit card number over the Internet (87 per cent). In contrast, only 
18 per cent said that they would provide their number. 


e These overall levels of reluctance have remained relatively constant since our research in the 
area of the information highway in the fall of 1997. More importantly, all Canadians express 
this reluctance, including those individuals who are most familiar with the Internet. 


Privacy Considerations 


e Generally speaking, strong privacy concerns persist for many Canadians, even if it may mean 
greater inconveniences for them. 7 


e These concerns are not unique to the financial services sector although the issue of privacy of 
personal credit and financial information is clearly important. When asked about whether the 
average Canadian suffers any consequences because of "invasions of privacy" from different 
institutions/sectors such as banks, governments, insurance and telephone companies, few 
differences were reported. 


e Given the choice between financial institutions using personal information and greater 
conveniences, and stricter privacy rules and less convenience, the overwhelming majority 
(73 per cent) of respondents chose the latter. Only one in four (26 per cent) said that they would 
not mind financial institutions using personal information if it meant greater conveniences 
for them. 


— Middle aged and older Canadians (78 to 80 per cent) are more likely to lean towards stricter 
privacy rules than their younger counterparts (62 per cent under 30; 73 per cent between 
30 and 44). 


— Respondents in Quebec are the least likely to say that there should be stricter privacy rules, 
although it is still a strong majority (62 per cent). 


e Despite a strong lean towards stricter privacy rules, Canadians are evenly split on the adequacy 
of law and business practices that protect their privacy rights (Exhibit 9.2). An equal number of 
respondents believe that their privacy rights are adequately protected (37 per cent) as those who 
do not (38 per cent). Another 23 per cent said neither. 
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EXHIBIT 9.2 
Privacy Rights 


My privacy rights as a consumer in credit reporting are adequately protected by 
law and business practices (n=113 


| personally think the benefits of having all my financial services integrated at one 
institution outweigh the privacy concerns around that institution having access to 
my credit and other personal information (n=1800) 


Ekos Research Associates Inc. Task Force on the Future of the Canadian 
Les Associés de recherche Ekos inc. Financial Services Sector Survey, March-April 1998 


e Likewise, Canadians are also split on the benefits of integrating financial services at one 
institution and the privacy concerns around that institution having too much power. Close to 
four in ten (38 per cent) respondents agree that the benefits outweigh the privacy concerns. On 
the opposite side, 41 per cent disagree that the benefits outweigh the privacy concerns. Another 
18 per cent said neither (see Exhibit 9.2). 


e Inthe focus groups and triads, privacy issues were not a strong immediate concern for most 
participants. This was, in part, because many participants already believe that very little privacy 
exists concerning personal or financial information. 


e After some discussion, however, many participants began to perceive a privacy problem if 
information on financial and health or personal situations could be combined as might be the 
case if banks and insurance companies were merged. 


— For example, some concern was expressed that purchase of disability insurance or other 
insurance indicating health problems could lead the lending part of the institutions to turn 
down loan or mortgage applications. 


— This is generally not well regarded, and these participants argued that there should be major 
safeguards to be put in place to ensure that there was no abuse of personal information. 
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10. Conclusions 


In recent years, the financial services sector has increasingly been at the centre of the public’s 
spotlight driven, in part, by the success and profits that many of the institutions in the sector have 
enjoyed. This research has attempted to step back from these images, and to take a look at how 
Canadians perceive a wide range of issues relating to the financial services sector, as well as to get a 
better understanding of their interaction with it. A number of conclusions can be drawn from the 
research. First, and foremost, however, Canadians’ outlooks to the sector are more complicated 
than might originally be expected. There are certain issues where Canadians express satisfaction, 
and in some cases, high levels of satisfaction. There are other areas where Canadians are less 
satisfied, and still others where they express concern. 


On the most basic issue of access, it does not appear that there is a serious overriding problem in 
terms of Canadians’ ability to interact with the sector, although some areas of concern exist. The 
overwhelming majority of Canadians reported having an account with a financial institution, and 
those without largely reported that the choice is voluntary. While in-person banking is preferred by 
a minority of Canadians, most individuals still believe that branch access needs to be maintained. 
On the other hand, cheque cashing/fund holding practices are reported to be inconvenient and 
problematic for many Canadians. 


Lower-income Canadians do not stand out uniquely from other segments of the population, and for 
the most part, have similar interactions with the sector. Despite being slightly more likely not to 
have a basic account, the number is still fairly small (but not insignificant) and reported to be 
largely voluntary. Surprisingly, this group is generally more satisfied with transactions and services 
they receive from their financial institutions and insurance company/brokers. Compared to other 
groups, low-income Canadians were also no more likely to report having had a serious problem 
with their financial institution or insurance company/broker, or to have credit applications turned 
down. Still, they may be somewhat of a more captive, non-shopping market and deal with fewer 
institutions (although this is also related to being more satisfied). This group is also more likely to 
deal with non-financial institutions, as well as being more likely to encounter holding periods on 
cheques including those from governments which can range from being inconvenient to a serious 
problem. Finally, lower-income Canadians are somewhat less likely to rate certain elements of 
basic access to the sector as being mandatory. 


The current level of competition in the banking and insurance sectors is seen as adequate by most 
Canadians although maybe not as much as other industries, and concerns are expressed about the 
future (particularly given the proposed restructuring in the sector). Canadians’ interaction with the 
sector also suggests the marketplace reveals competition. While many Canadians "bundle" or get 
many of their other services such as credit cards, and loans/mortgages from their primary 
institution, there is a strong majority of individuals who deal with multiple institutions. 
Furthermore, a number of respondents have also switched institutions if they have been dissatisfied 
with the service they received. Most Canadians also reported that they would prefer the choice of 
where they purchase insurance, although it is not a priority for most and that many others 

express concern over privacy issues if banks were permitted to sell insurance directly from their 
branches. 
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At the same time, nearly three in four Canadians see credit unions, and smaller banks and trust 
companies as viable alternatives for individuals who are not satisfied with the large banks. Only 
one in ten do not believe that these institutions are viable alternatives. On the other hand, far fewer 
Canadians share the same view towards insurance companies. These attitudes are prevalent despite 
perceptions these institutions are perceived as being more at risk of failure than the large banks. 


Canadians appear to be warming to technology and moving away from traditional in-person branch 
banking for conducting financial transactions. Reliance on bank/debit cards continues to grow, 
particularly among the younger generation. There is also clear potential for newer technologies 
such as telephone and Internet/computer banking to grow in the future. That being said, the 
movement towards greater reliance on technology generates mixed reactions for some Canadians. 
On the one hand, technology is seen as leading to a major improvement in service quality and even 
quality of life, but it is also associated with less personalized service and some people feel pushed 
into using it. This helps to explain the strong attachment to "bricks and mortar" as few see new 
technology as a trade off for fewer branches, particularly among older Canadians. Notwithstanding 
these somewhat contradictory reactions and expectations, it appears that the era of predominantly 
electronic commerce is not too far in the future, provided that Canadians’ strong concerns about 
security and privacy are resolved. 


The overall perception of the negative images of banks may be somewhat overstated. In some 
areas, there are definite strong negative images. Elsewhere, the images are actually not that bad. 
And at other times, perceptions are contradictory. When it comes to trust, confidence, performance 
and satisfaction, Canadians’ outlooks are relatively high, particularly compared to other sectors such 
as government. By contrast, service fees, profits, the perceived power and influence of banks, and 
the view that banks have public responsibilities that other businesses do not have appear to be at the 
root of the poor images of banks. 


Despite high overall levels of satisfaction with financial institutions and insurance 
companies/brokers, there are a significant number of unresolved transactional problems. Close to 
one in ten report having had a serious problem with either their financial institution or their 
insurance company/broker. Moreover, the current dispute resolution mechanisms are not perceived 
as being fully adequate — a minority of Canadians who have had a serious problem in the past year 
indicate that it was fully resolved. Generally speaking, the banking ombudsman has been largely 
invisible for most Canadians. 


One area of concern that emerged from the research is the high reported incidence of tied selling. 
While the findings should not be interpreted that "tied selling" took place definitely, it is no less 
important that these individuals hold the perception that they felt that one of their loans may not be 
approved. It is also important to note that these perceptions cut across all types of financial 
institutions. Even discounting for a significant misreporting or exaggeration in the public's 
reporting, there is little doubt that a large number of Canadians believe that they have experienced 
this practice, including many self-employed Canadians. Closely related, most Canadians also have 
the perception that financial institutions and insurance companies are not providing adequate 
information to customers about the nature of the different products and services. 


62 TASK FORCE ON THE FUTURE OF THE CANADIAN FINANCIAL SERVICES SECTOR 


Another area of concern that emerged from the research relates to the findings for self-employed 
Canadians. Compared to other groups, these respondents were among the most likely to report 
lower levels of satisfaction and to hold negative images of the sector. Moreover, these respondents 
were also more likely to have encountered negative experiences such as tied selling or having a 
serious problem in the past year with either their financial institution or their insurance company. 
While these findings should not be considered representative of small-businesses, it still suggests 
that a significant number of self-employed Canadians, many of which are owners of small 
businesses, have had significant negative transactions with the sector. 


In terms of future directions for the sector, the research suggest that there is a strong desire to 
preserve Canadian control over all parts of the financial services sector, but particularly with respect 
to banks. This desire leads to a polarized response to the issue of mergers between large banks with 
the issue of Canadian control as the lynchpin relating to the arguments supporting mergers. 
Otherwise, most individuals see distinct costs to the merger issue and benefits to the sector itself, 
but few benefits directly beneficial to consumers. 


For the most part, Canadians are ill informed about the role of government in the sector, but they 
are split on the need for more or less involvement. There is, however, a clear desire for government 
presence in the sector by most Canadians, and perhaps a strengthening or shifting emphasis in 
certain areas. 
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Appendix 1-A 
Questionnaire and Survey Marginals 


Task Force on the Future of the Canadian Financial Services Sector 


March 1998 


Hello, my name is ...., and I work for Ekos Research Associates. We are calling on behalf of the 
Task Force on the Future of the Canadian Financial Services Sector, an advisory body set up by 
the federal government. We are conducting a survey to profile attitudes on economic and 
financial issues. We are NOT trying to convince anyone to purchase anything. We are interested 
in talking to anyone over the age of 18 and a permanent resident of Canada. May I continue? IF 
RESPONDENT ASKS, THE QUESTIONNAIRE WILL TAKE ABOUT 20 MINUTES. 


INTRO 

Pee LONG eer cect Pee, vrctet cette laiee crap aarceen 1 
A INO mt meee Ce ec cdl, Maree tects cane eet Z 
PRE1 


In this survey, there will be questions relating to the financial services sector which includes 
banks, insurance companies, and investment dealers or stock brokers. When we speak of 
financial institutions, we use the term to refer to banks, trust companies, credit unions, and other 
types of institutions where Canadians conduct their personal banking. 


FAM 


How familiar are you with the role of governments in overseeing the financial services sector? 
Please use a scale from | to 7, where | means not at all familiar, 7 means extremely familiar, and 4 
means somewhat familiar. 


% 
Olea Not atcall: familtarecemmeee teeter tesccco vce usictcon veceetescoreor ceva niorss l 2 
PSP aE RR eC ae nL te ge RR Re ED A a em 2 12 
es, Rn DOR ERE aE IRE A AF de colon at Sie RO Medd earn, MONTE line? SN GRRE Ae 5 LS 
Od. Somewhat-fariiliaie eee ee eR a ee ee rand 4 29 
SMES eRe Patents ie nn! 2501S COPE ee a eRe eat Raper AERO e Re oot Perc ae 5 10 
OS Eee ts Re ar | 6 Dk RET SRO aia) OR PRU RE Re 6 4 
Oj eeExtremely familial. sccm eke cer toes tcat open intieeatt eon ers y 2 - 
ORB KIN ge Pk J 2,6 oan ene ae, Dee sar ae ee cat 9 l x=25.05 
S163 
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REG 


Thinking about the current level of government involvement in the financial services sector, would 
you Say that it is too much or too little involvement? Is that way too little, too little, about right, too 
much, or way too much. 


% 
OTE Way LOOMING Sct ccocnige aie hee tee ee een cree ccosdl el Seater 1 Wi 
2 OG US terre te tcset eee aor ac Oats with MUMS SE 26, Cuascns pet cs tas ee eearee 2 28 
OSs CA DOUL TIS Nye yee keds Oh eee echo) ae eater ae 3 24 
O45 STOO AUCH A ae icra eo hes dt citet Oe a Mc. sok eee a 4 19 
OO VY AVELOO MUCH osc o nce ee ta ee ee ea ce ae ee 5) 4 
OG KIN ca pices coca ech eM a en esa ea 9 Lh n=1800 


ACC 


How would you rate the following financial services or products in terms of ALL CANADIANS 
having access to them. Please rate each one as being either ESSENTIAL (i.e., all Canadians should 
be able to have regardless of financial circumstances), IMPORTANT (1.e., important for Canadians 
to have, but not essential), or DISCRETIONARY (.e., only if Canadians can afford them). 


BASIC 


MESSAGE: How would you rate ...? 
a basic chequing account 


% 
OL), Essential : 5. -2ccescccit.zccs sR rl ee ee tl ARR. 1 ve) 
O27 Tmportant ee eer eee ral eet a) ae me eats deve ses e eer m SP. 
O37 « DiScretionagyier ce: ..tssuctisty ecue ce eae nee cies cogs eeeeh rena ts 3 15) 
4s DIKIIN Rae a i las Aes seat hand Ae Orc Hoo 00s eco eeee ane S 0 n=1800 
CARD 
MESSAGE: How would you rate ...? 
a bank card 

%o 
OLR ESSEnt al ie 8 ten rome uk eee ttc can PE da ns crccgee nen eE 1 4l 
OZ lm portant.) siey ysis wey catcae caer erotic. 5 hs cede ademas 2 34 
03) “DISCKELION ALY tee sc cr teccdtee soe raste ete) een Mee eee eee S) 24 


Ory DIRIIN Ree eee eas by aae ao ceta cna a ee Ete 5 ok 5 saeco 2 1 n=924 
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BILLS 


MESSAGE: How would you rate ...? 
being able to pay bills through your financial institution such as a telephone bill 


% 
Cy PESSCRC aL oo. ee acai ove dere a eS Lene nasa sadloe mann r sania pbx it 36 
ALN OLUAL Uc ener <<a jc ante tacts res Comamnmnatee ners Wont toh went ns eT em CueY Natt Vana tens 2 40 
OS MED ISCICUON ALY ert so, ee teeter rere 5 25 
OTIS TIN IR ee ee a EE, eee re errr tr ee 9 1 n=1800 
CASH 
MESSAGE: How would you rate ...? 
being able to cash a cheque at your financial institution 
%o 
UU LRISKSCS 6 eT A aceon Eo! cr SOME Ss eda aes et Ga a en Oa ms SUP ER AU 1 63 
OZ aera DOLUAT Utes, tt Mee ER cree se cere steserenan icc Mee. Me drestnuottceen tert 2 52 
OB ERE I IBCLE LION Ab Vc eterna cael ad Fale oF rs cha lech aveslocatacetavel Wty aatcameeueee: 3 5 
OD LU) SCT i BUSS: RI gr 8 5) oh UR ae Pe MLC OE ated aL 9 0 n=1800 


FUND 


You said that some of these services should be considered essential. Who should be responsible 
for ensuring that Canadians who cannot afford them have access to these services? 


(ACCEPT ONLY ONE) 
READ LIST 
% 
ORBEA 1AISIISUICUIUIOTIS x, 3.22 treeene ties ec tocenc ae tana ane eee tae ee nese tna! 1 Dh) 
Ces CHOVCETIINICII US ee peso ce cds ca ne tere en ce Cones Wetec a eat eoensee shen eiceck tect: 2 11 
03 Shared between financial institutions and government.................... 5 ap) 
OE DORN OMMR EAD TOther,, SOCCI Vacs. st scence coset cates se eee coats = & 
OS) ADIN 20 Ee Oe ST as ONICT Bk AT a oe EE Ro 9 2 n=1434 
IMAGE 


When people think about the large major banks in Canada, they can have a number of different 
images or attitudes. I am going to read you a number of descriptions and ask you to rate which one 
more closely reflects your images of these banks using a seven point scale. 
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CARE 


On a scale where | is caring, 7 is heartless and 4 is neither, how would you describe banks? 


% 

OL) 9 Caring teen fete eed che eee tt ay ee eate ner ann aRmnny: fei Oe. ete ree 1 10 

A EOS foet itll eeNeRM® <OE /Ouinrenraeh G8 007, tol Ce aR RR OE CO Z 6 

O38: LSA ae RM de lies Pie oS) Re eM rss ds saboumenge smear umes 3 1D: 

O4 > ONGIIMOIUAS Re ar eee nce Caras Alene oc 8 on ls eed 4 28 

Oke ere Oe err enel, nn NN mrEne Rl pen Reo necnpmr 1) 9. WU Ue erie Pune te 5 16 

Sc RAN, ROMANS RAC EAN, NA SMUD AT ORR LBS ft a a ri ae NE 6 11 

ORS Heartless visemes net et 00, A OR es <a k,n eR 7 yi = 

OS? & DIRINR ee serene tee mc eek cee RCE 35 sade Peaee eee ae 9 1 xaq 3) 
Ss 1 Ok 
n=1688 


RESP 


On a scale where | is a responsible employer, 7 is an irresponsible employer and 4 is neither, how 
would you describe banks? 


% 

Olysakesporisiblesemployerntaye.c.cutre ee erences 25.00: sscen eee 1 2 

2 oy cane feaeira teases Auch ga orcs mE 8. V5 J vuaamitoed pamRey 2 12 

OSG CA Mee te ean aeh he arth ted ie ol ee a yes yah i ancy caueedteeenents 3 14 

O40 Netter 2520 a NE, LRARES cae kee RES BU), case oe aes & 26 

OS sheeivebscses lS ROCA EO eT eA eee ebeoeent 8. 25.5.00, 2c eet Se 5 10 

OG eR Laake Nn Sole € bean RIE UR coh 2c TAP ee ee 6 5 

O7: “Irresponsible employereeyzer steer eter cn sees ie. cece eee q| 8 £ 

OS DIRN Ra bee xl eseee tach se aera eR ects srs cain daa cakean ant eeOnA ewe 2) 6 x=3.39 
s=1.82 
n=1688 


CCIT 


On a scale where 1 is a good corporate citizen, 7 is a poor corporate citizen and 4 is neither, how 
would you describe banks? 


% 
Ql «Good comorate:citizens (ae memmee ss ls no eeu rhe ens 1 20 
8 Raa elf okie ati her Bast atadue nt creed Mbarara a mas ny Ln adie eh 2 10 
UE ian Aerts cadrenetiloned At chit arent pemi nya oh ot ree mma tame Sees sath Sanat. 3 14 
O44 NGItNE rie atscescecuceeet eet eee eee ts te) Sean, etree, aan anes 4 26 
Ue Dh Se rin rane tk ier pind esate aed Be ps cise RP A cs puri db no arabs 5 11 
OG: se N ts aoe ae ied te een! a eee eS 6 6 
O7'" APootcorporate citizens (inert, c,d ree ee ge et 7 10 = 
OS"? UDIRIIN RUSS goes na een ee tee nea Sc, OL rere a Rea ca 9 2 seb tall 
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PRE 


Some large Canadian companies are highly competitive with each other within certain industries. 
Other industries have less competition. How would you rate the overall level of competition 
BETWEEN companies within the following industries. Please use a scale from | to 7, where 1 is 
not at all competitive, 7 is extremely competitive, and 4 is somewhat competitive. 


COM1-1 


MESSAGE: How would you rate the overall competition between ... 
telephone companies 


% 
1 MNOteat all COMPECi li Ve ereerccseteccrtscersrecccovrccsnss itera Soest oaeaesSTat serene ott 1 6 
ELS cs MOEA Ie a ad HPA LL EY sR gs ehlen mend Lads pheMSts ated 2 4 
Sareea 7, etree SME PED ees Tha sauat sSeyeyn siggy Vendeaae tae vepteteeeseb ars 3 3 
ES OWE WAL COMIPCUUIV Crete er ccs con- corse setters su eesdanueezetontectreressces 13 
DS Oe fos shay Semen, «Set oats ilacens rei Secoudup sap eeti onan eeseaele 5 12 
Uap Oe are Et ee RR ROR so. hs a NORPRO AO APL ORR. NERDS TOTO. 6 Yak 
OJ Rem XUCSMCLY COMPU Canine wrens seven. dia Kliatt soc, eed wali el ade 4) 39 i 
OS ae ILIN Reh ee ae ere en hc ON Sa) Bey susan Uallwe Sania Ut, 9 2 x=5.45 
s=1.78 
n=877 
COM1-2 
MESSAGE: How would you rate the overall competition between ... 
investment dealers (1.e., stock brokers) 
% 
OTSEINGlaUALLCOMPCtitiVe': 25: teem etme ne retiree ee sci s ray teksts ate 1 3 
RE | 8k hey RERUN aR at ec MR MINS AD 75 Ee Np ey Be eC 2 
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ATi Exiremely competitive acon ss tee ot ce eater / 28 os 
tek) SG dia Sie meer ater cea yc Sea er Soe ER PORT RCT ee 9 14 X=5.35 
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n=826 
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COM2 
MESSAGE: How would you rate the overall competition between ... 
banks 
% 
OL a VNoOPatall Omen yee cttecccstcatistnestatorss ecsee Vass cencuteenr sc wueunes 1 i) 
Pe SITY a AN la Eilast a nar Ne amiga anee ANE IS Uine EIGN ARNE Uyaa le aa a 2 ih 
LB MRC ORI KS 1. ald OR Co Ne Ln ye SPER ALI EAN CU IY el AEN Ne 3) 8 
O45) “SOME WhauCOMpElUVe ls nce he tea eee errr ere oa 4 23 
ae sp Cg NEON Nt ain iat eR ee rE NAST EP RTS PE Sal 5 14 
OTe Rs cP4 id ulti aN la aM Ate ng ie eee raee aU PUA Mat or! Gate rey NN 6 ly 
OU Pa xthemely: COMPCLUVE: oc ctsrerre sree eee er ee ere sien anatase 7 24 is 
OSM DRYING ere ne ce. 8 ce uN cece ie its Meese Mia teen pee Serie eee ee ) 1 x=4.76 
s=1.85 
n=1800 
COM3 
MESSAGE: How would you rate the overall competition between ... 
insurance companies 
% 
ORRPme mo leatiall COMPCULUIVE A. urcron ieee A ast raeabt che Ganetrs au ae ears 1 5 
OEE ania A a AD ORT te Cap net mL PRN a tas tad tr lel BN Ia daha Sip anh pi = 
IGE D1, 2) St Stn ane ae Lert ate SORA. cle Re NR can Nt. Oc AOC RR 3 5 
OB Fees OMe Wal COMPCLILV Grae a cerca anne tones emits e cede eee = 21 
US Bie hee ei Meme arenlan ening ee lite a lea mine Snare Ma AA TINA es GN Siar 3 Es 
UTS Re) ste ITAA MPR EY Able Bieta rR Aoi OIE EL HPO Pa EA ASSEN Et We Lead Neha 6 17 
OTs VEX IMe Ly COMPCLILIVe mr arms irr csc kana Wena Ree, eat wen Ue | 28 uy 
CSF MD IN Ra nectar cs tun ree ee ue Raat a eM ES Mn eee RTE a eran ° 4 X=5510 
| s=1.72 
n=1800 
LOMS-1 
MESSAGE: How would you rate the overall competition between ... 
retail gasoline dealers 
% 
OL aN Oteae aL COMPCUICL VC, sulin. setae: ch Meat Surtees tte alee ene 1 12 
2 ic apres tee ya ba os nat YUNG eae ogee am nea Wed aye ent Oe eee ta 2 ‘h 
OG mee 9 a ape CRA MC ATER Ne UN LA! lad Ne 3 4 
Od SOMO AE COMIDCLIELVE cr accive veeteree ceenureersscats oy eee tee eran ote 4 18 
0a aR OAR en lL Pe tere tel tit) Syn Aa Ci do 5 10 
OS Am PPL ARNT RO hg oa era oe MARAE te METRY P LN ol AORN aaa 6 15 
O72) “BE xiremelycOmpeul Ve a..c < \csucetetetacsn eve teem ape ae store. id eu a 
OS STOR IIN eye eee nee oo 5 fhe Coweta ene ane agate oe enol ea la 9 Z x=4.81 
s=2.10 


n=856 
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LOMS-2 


MESSAGE: How would you rate the overall competition between ... 
airline companies 


% 

OAD  Nottattalle competitive ssauscradvenctraos arcs teriers vind mennrenatannieustvades 1 5 

Be Ghose is fee seal cose od kidd cca rim Rem naan nh athe Panthe toh ues oa nta cd eat ete 2 4 

UG 0 CREEL DE a AD thie PER Mi asc, crt nr REL tae ENC a i en 3 5 

mF OINE WAMCOMIDCUILIVG saree tcc eet nettesrtertarecssecr een ccrees otis 4 18 

(23) “a sande a ed RUA: 9! A Nl PSA EN ONE >) 14 

27 1 LA za ee) a ete LRA SE EN RR Mort Pa 6 ph 

OUT eee wt cemmie |ViC OMPC ILIV G neuer eee cca di aoctcn ciulets shes suneactansasianane nace, oe 7 26 A 

Dis SY OOS YOUR EIRRE aR EC 05. 1 | ROR ee ROE Ue BL pak UcRiasa Ren REA ye! 9 8  -x=5.14 
s=1.73 
n=847 


FAIL 


When you think about financial institutions in Canada, how likely do you think that there could be a 
failure with the following types of institutions in the next ten years? Please use a scale from | to 7, 
where | means not at all likely, 7 means extremely likely, and 4 means somewhat likely. 


OTIS OV ANSE AK ete ec eette ree, oo Sacchi c at th ener hcopCr, evercen lc ty ves 1 
O27 me anK-OLINO Vaso COUIAR ttre ao Rens Soro e muuret at erste Mealy cces. 2 
OSs bank OlMOntredl semen eee rsa evn rtice cost eices oles coeee tessa 3} 
(gM) CA CUS | Cian Mn? | Sheet reli. P<): dl Cam Ramee INA RIALS LALA re POR an RpSORT et 4 
Dm LOLOULO. LOMINION eet cay eeccee tai oe rac atnoe ett noted aout 5 
COG PAMEINALION AL. 15 ADK sc. ssc ce noneeer ete rere as cee tice ds Soatisteds Fei s Siny uekbantlcecensvssedens 6 
FAIL1 


MESSAGE: How likely is it that ... will fail in the next ten years 
a large Canadian bank such as <ROT3 > 


% 
OTS eNO At all MIKCIY.....00 cement ee em Nanreec Racer emote cones ice 1 49 
WP ei nla ai ton a ote MRM 09 Cn mre eb Tete ao ctor 2 18 
Ui. Secninadeaemttrieh asty  aneeade on Us At 74.5. Sh aN RNA Oppo nde atin tial 4 Ra a 3 vf 
AAS OLDE W DAL LIKELY... cc.180 oc cement re een eee ee ee t 14 
I Becta aA A, ot RR Me td ER ol Pe RA PA EL Pr Ot Scrat ert CAE 5 6 
DV eo MN oa. nse: Ms sc ee eR ee eee es 6 2 
OT LER ULCIIIC LY UK: 25.25, Beco ner ene enn ate eee aces aa cers sy 2 e 
Oe OT NR eo ceo sect Cen ae ete ante eee toad petite pe eRe en aoe ) 2 UIA 
s=D/ 
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FAIL2-1 


MESSAGE: How likely is it that ... will fail in the next ten years 
a credit union in your province 


% 
Ol tNotiatrallehike meer. canter ssepeetaamee ee eeree 1 25 
OPI ee Ns NC MSL, 1 ee eNO Sa ACR r Re ELM nie Rage eR RAPER, 2 14 
a a beste cancers ee ame ORME EE Chicas nic eSaisbiarehesetae Mane em acinaeen tac ak ce Sage eee 2, 13 
QA? SS OMe WAC IV tee nso. n-ne cscdavsvneg Tencestavaate enanecp eet ccae a teem 4 O22 
Ue aaa he SE icy. Se, a a ea OR Po ls Pine iA a RAR Mi CREAR 5 69 
OG a Nea ee MOOI RENN heen isshsgoopt cb gene iene Vanvasanemuas anctoes: sstaate Stee 6 6 
OF; PE Niremielyairervirn tie. os csencecccraccerecreuascnacatnneyesarciea- sp secareec nnn a BAO ne 
OS 5 TID Beret ac a waren a iretnay nctenculnttatteceiat aster te ae eee 9 5 x=3:21 
s=1.84 
n=570 
FAIL2-2 
MESSAGE: How likely is it that ... will fail in the next ten years 
a trust company or smaller Canadian bank such as Laurentian Bank 
%o 
SMM lebraLMIKC Veratoroi.  nocsstera ati reee tote re cade ates ag pnresd ai tetn ee aden ater l 2. 
AR 63.0 oA dn aD Sr as UP GP RRP Veg AE PS ee Ds 12 
UG adc 8) EV Pais rt abs ceb aly Bi. 3 13 
OA Tem oonie WAL LIKE ly dé Jenne ter 2104 Meee a Poses eens ena nenana tates eaeree were sr sete cr a3 4 Seer 4 33 
eR 0 ch ae rR ar rt crn Maat tet ees nae reereress dace aerate 5 14 
OGG ore cso ns noses esate dene eege ican me eet tnt Mp Si ets ta eee em canted 6 9 
ORME ICE TIC | VIIKG Vigne? 9s ater Al vee ean cceen aca acea a ee ects tet erga 7 7 ie 
PSSM 120 SCT a AR i eNOS Bee arc lan Ade ARR eel k eden ea ONS 3) 4 x=3.90 
s=1.62 
n=641 
FAIL2-3 
MESSAGE: How likely is it that ... will fail in the next ten years 
a large American bank operating in Canada such as Citibank 
% 
Ol. MNO tale ie ites tess. .cssceus saneteseerite tes ceei Me csantee note ened 1 pie) 
Opa NP SE ie a SESE VBE A AWE OO Oa A Gy RUN 2 16 
OBS pn Fig ee eee an.) |. 7S. te irc accede ee eae ee ete te eo 3 13 
04°: ‘Some hate) yates Geer cccctcecnorccn coe te Gee seta ae i raisers os 4 2 
Da | cssheace@escaursints co mec tepcnee sates eesleronwaleadedhne dara toerdunatasa area tenn ae States t 5 8 
8 Samer AERO eR errs 8. 41 ye ERR SCRE RAOUL 1h Un a aa 6 6 
OF) AE xtreme ly elike ree 5st ae ce Cee eae pe en yi 4 vi 
OS RIN Re ten ee ee iie losses a eee ee ae 9 i x=3.05 
s=1.74 


n=589 
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FAIL3-1 


MESSAGE: How likely is it that ... will fail in the next ten years 
a large Canadian insurance company such as London Life or the Co-operators 


% 

Pet NOGAC dll VIRGIN, 18a. teen eet eccateccdicaels tecacuvaatiten Chae etree fees l 28 

OO Ee es Piretey: Hts, hss Birds ME oie ks ss Soo envthe svussiunecogioss cde ah dete Astunt 2 22 

Ue eS UCR on ie le nM eco ty cc AA Oe en 3 14 

AE CBS BY RITES OF: 1) Fs ol yi ime Runa 6 clr a ae epee et aR en PRA Pg 17 

Dey” a 15. A pth RSE RIRR 0, SIpRReIRR RIE eo Sm Ra OO RO So aR SO NI s 8 

(WTO | ts E SERS RISERS. RO eRe a LAE F940 AIRE ESR DGG Fa RAC ASSUME eC 6 6 

amet KILCTICLY KC Lycee 3 mene Ne ceases uo esate toca cerarneseeetatpaee scone ert 7 4 e 

Wyeh oo G2 BRS Aut a aiRR SPN RO aie i MR a aR RS a aT A: 9 p. x=2.90 
s=1.76 
n=915 

FAIL3-2 

MESSAGE: How likely is it that ... will fail in the next ten years 

a large Canadian mutual fund company 

% 

Ol © SNotateall likely i: jn ern rte teicitease renee. ole eerie 17 

Dy pert Men's creas xb i'l cis 1a eae tape eaeeaieticd cane esha Coeniay acasaae ee ntaaeteehteeet Bina! 2 16 

EES ca Fie fa BOE AP LE RTCA cna Co S| Ri OAD ee PP Orde 3 16 

O04 ™=eSomewhatdlikely <2.00\ccpd Geers sateen Sat eee ne hh ek a 24 

Cee SE te UT e as aks «ARE RUC terets is eee es ater. JAN Sema 5 11 

Are eee va vcdyscvcnenchdpaneaette SRE Ra RTE TAME TES Pere eeee: BE Reeth Shin 6 5 

OF Me XTC INC) Vol Keds .,cssrc Pe enan me Reet rio rae nr eastines teen ecesiat5 ate oi 6 a 

OS me ON Rea eee oe et Pe seen Cee ON tony Li ao neal e Ne 9 6 X=3 50 
Salsi2 
n=885 

BNK 


Do you currently have a savings, chequing or another type of account with a financial institution? 
(Note to interviewers: include accounts with banks, credit unions, trust companies, etc.) 


% 
Ol Yes 1 98 
Oa INO 2 2 
03 DK/NR 9 0 n=1800 
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NOBNK 


What is the main reason you do not have an account at a financial institution? 
(DO NOT PROMPT) 


% 
OL “Do NOt Heed rone sere. 1 wee eee eh Fred A ees tenner ies f 34 
02.. Donot wantone/dislike banks 4... Ne eee eee 2 20 
03) = DiTiculttesree ting: ONG ass. s sec reerssee reer aaetttee ce reas eerrc terete 3 0 
Od OUNCES DECI Yeates. ccectss settee een EDR Eee RENE Ss On COLNE 4 25 
0 bs Yam BD)’ | SS ici ee OER ee TEPER ERE tive Pree ri on estcormest tron ta tree petri 9 20 n=36 


MANY 


Approximately, how many different financial institutions in total do you deal with for your different 
banking activities such as deposits and loans? 


% 
OE C7 ts DL ep apo ReGen AH ORM A Wty cer toa mo ae Rr 1 39 
OD LW ORE eos ass tape Meare rts ahaha te Gane KEIR. salt ake See eR ee Oe 2 35 
) SOPMOPTIT SC Cont. 55s Sa nasae vanced cat venvanceceeveee soneseaceveneedtes baceee ewh slots Jian sce 3 17 
OAs PRT OU OL MOLE MS sos ccctarcn oat teonee tase Came meen eens cca nee ace art Rs a 4 9 
5) TELDIRIIN REE Aetoes loca eo fen aon eat aie aes seae cod st apts Une spied Adee deen ba dbimteey ih corned 9 0 n=1766 


BNK2 


With which financial institution do you primarily do your personal banking? (DO NOT READ 
LIST) ***If person does not want to give their financial institution’s name, ask them if it is a 
chartered bank, trust company, credit union, or smaller bank. 


% 
OWMPIB ankeOleviontredl \.. vane creat eitercaee. cectoute te ce een eee eee 01 10 
O25) Se ADKeOlu NOVA SCOUAIS:.. arrsecrteree ucetacer cs nee lavcnidens sad ticle wteenses: 02 8 
03 Canadian Imperial Bank of Commerce (CIBC) ................::::c006 03 15 
Odd SIROV AINE All Kare vc ds, cost yuustonacce seca rete ante euler ncn Menta: fave San emer 04 19 
O57 SP OLOMCOMDOMIDION vaecctnat since Kota Ccecitcseccs caste ce reeret eee re ae 05 10 
OG National ank eit 5 fc) ase ee Sena oe, Beate, es 06 4 
O7) © Canada Simistereeasc0. eet oer Ce roe ana Oe. 07 6 
OS “Royaliliise re iesisies.szeesssisecpudencnlse suns seret eaves dere eee 08 ] 
O9: > (Caisse outa ri cys: Mevo cst eiee ernie nsieen area eae eae eet ee er! 09 ie 
10.91), Cres (arnir Garam sre ek rte eee nent es UN neem nec 10 8 
ll “A charteredipankesuch as Royal Bankit. yte eer eccs. 11 1 
12 OGX tiust company such as Canada lrust1).. sceye erent 12 0 
13°) Ajsmalier bankelike CaurentianiBank..5 ee er oe 13 1 
Mids ADIN OPASDOCILV Ese retie tive tence cits atc, Caen ene ete cece eel 14 3 
152 SDN Gao Cee os rea corer ions te art tide eee ees ene a 99 2 n=1745 
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USE 


How often do you use the following financial services or products? Please use a scale where 1 is 
that you never use them, 2 is that you occasionally use them, or 3 is that you regularly use them? 


USE1 
MESSAGE: How often do you use a... 
bank or debit card 
% 
UP RING VET yoo et A ivesucacet eter evens: fivacta ccna, manta athe werent: Sat nal 1 13 
Oe Occasional ly ares: we ts ee Sina ieee: bores Seats, tet Potato Toe ae ha 2 14 
US) Ler) EA 4 Fos a declan ae ee ee Ore 3 73 
CARE RB ED ISHN Ree cetera Ow Sect ege MARE acces ieer eres eee coenereneeee racoetacerromtee eters o 0 n=1766 
USE2 
MESSAGE: How often do you use a... 
credit card 
% 
OUI NC VEO re ie nce amine ratte tether ii atcn cot tsanc i pitvnts shal nunaatiacnte Ness 1 26 
OB Occasionally a Ot WOME RoR I LISS, Ce EE ae 2 37 
CUS MERIAL AL Diy Mere mes fg e eore Nees vas Ssh ons Cspauc titeveul oct a.Ganeteasseceeentes 3 36 
BPR IY Se acl Sas aaa yl a eR ts i Re eV ere ean 9 0 n=1766 
USE3 
MESSAGE: How often do you use ... 
telephone banking 
%o 
UMN 2 TPS ey Br RRS 0 ok 2 SURRY Rt ays ta No Rr Ra cP eel eARe 1 69 
CPR OCCASION AMY seme hc Ocelot memes etme eC Cie sit era 't ceaeesieh ese 2 14 
Bb ASST Eiger ll ast th. eat pblrod vids rode oak can anes me east shrine dine nssmnet ule 3 17 
BP coed WY RST eset a eb ele tener Ree mer sla Uae Aa lee eels pe ae Ae 9 0 n=1766 
USE4 
MESSAGE: How often do you use ... 
internet or computer banking 
% 
ORIER NGC VT etic Mem, UUs iin sia eee San ge VCs Aiea eater Mites fester Nt 89 
DMB OCCASION UY a0 cote sa cemeteries aan 2 5 
CV SPEING OLIV AT] Vaeuis iol lak te armen ene ce teaea, coe era ee To 3 6 
UAE DRG IN TS ree ares ccctsccenestssis cha cutee cate eocle etre tron Rave epee ois kas sere see 9 0 n=1766 
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LOAN 
Have you had a personal loan in the past three years? 
% 
OU PCS ee erect ee hascns ue. sa eeats sogataustoes menenae rac teresa ante se cena 1 50 
O21) TINO iserh Pee Aer eo ictel seks haan cee neav ersten tune tue eeudguae ence st ere 2 49 
O4 > EDIKIIN Ree arnt tec tA A HPs co ccscuepecstrasstesenalororsadi vena ae eae 9 n=1800 
MORTG 
Have you had a mortgage in the past three years? 
% 
UE 2 gS eae ee Oneteereey So Atehare ioe ena ryan nM et wer RU Aen. I 34 
02 eas ete eters debi ibrinn aah dat de Stary Auk aaeniersBevten rth ty Mondeo hae. Si 2 65 
Ol) St Sp aa pe | (5 pte la dete ETO I ATES RRR MEE 9 0 n=1788 
GIC 
Have you purchased a Guaranteed Investment Certificate (GIC) in the past three years? 
| %o 
BIRD 2) Cee eee amepreel et at Ain Oh URS ARATE cad Sveti) EOI fie BM A lt fea kA, 1 a1 
DY ZOLIN O12) eons cl eee eae ts Sc Pe geen noe cone) Phrase RRM tener E ee eae 2 68 
Oe WD OUND Sete Mersiote  SeAaP cd INR Ee eA A oR ODAC LR bead WN 2 1 n=1778 
MFUND 
Have you purchased mutual funds in the past three years? 
% 
Ue 7 oe oe cane en emer 1 pile cen mpi nel ean a Ales fieriimrete pra aarp l 43 
IPS CIN Ag SPR PPB 5 rete ane tna Pe gens rane Means ote toe NAN 4 56 
OF Ve TOIKU/N Ri Sere Ler cL Ne eee Ce ake EN CR ce ene eee ° l n=1778 


INST1 


Do you have a credit card with the same financial institution where you have your primary bank 
account? 


% 
OLS SY Gia erence fei telat pa Mba scathte ee datade inact eee ae eee ae 1 74 
2. “IN OR ee aero 0 PN PURE Bina st ene coc eert ann vey nie ee 2 26 


O4 > CIDIKIIN Ree rae cool) Be EE RN Sr Une em ) 1 n=1318 


PUBLIC OPINION RESEARCH RELATING TO THE FINANCIAL SERVICES SECTOR is) 


INST2 


Have you had a personal loan in the last three years from the same financial institution where you 
have your primary bank account? 


% 
US tice PN Aken eS aU Se. or L's 2 a A eR eae A OME AE ra 1 74 
GPL doy OLY ee Ree Tee Rey: oi” PPE EC NT AnD PR RY nen ee aeany Teen GEney ae ae 2 26 
OVP SIIIN RS ase cece es sek nn cee Se ort eines te eee tenes baie. 9 0 n=926 


INST3 


Have you had a mortgage in the past three years from the same financial institution where you have 
your primary bank account? 


% 
MRM eS MO cb test seach octiiciediddy geben ek lpauen6s 
CBRN Nba yf tc RMR nae ck Sacacavh torhlnbntovdavden earns Paces 
(SARIMRSEL) ROIS RS ed cece AMI kva hie ec bed lL ch aa Sse net St 9 0 n=690 


INST4 


Did you purchase any of your GICs from the same financial institution where you have your 
primary bank account? 


%o 
O1 Yes, bought ALL my GICs from same institution ......0..........00 l 45 
02 Yes, bought SOME of my GICs from same institution................ 2 25 
OF GINO ooo 2occcesthsncoss ners haere Slices LioounllaianndacaN vent 3 30 
OAT ICT NRG. corcars reece MM ese Acne erases canes eter ee Acuna erate ° 0 n=567 


INSTS 


Did you purchase any of your mutual funds from the same financial institution where you have your 
primary bank account? 


%o 
O01 Yes, bought ALL my mutual funds from same institution............ l 26 
02 Yes, bought SOME of my mutual funds from same institution... 2 a | 
RDM Boos caste Pe dusogss choot csts Ate: eee me MnE eee Se ee tuk Tle near ee ease 3 a3 


DAMON IN Ra or covys oben cee tsaes Senertee en eet Reman e. |) s2abloy cttaas har Saeenareeueer cc 9 1 n=820 
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LOAN2 


Have you had a personal loan or mortgage application turned down in the past three years? 


% 
OUI ir bec bee siete tr cs (4a oe be aR RRM MN ate SAT Ranta NR SA Lc A, 1 6 
G2 ING MG Metter e ret ce ctetten ccaeete cesar arnartt een wena seen eee eee M 93 
Be ead DAN Sete re ite aoe a I ts OO be Ub ua Sal ih wa “) 0 n=1800 
JUST 
Do you think the institution was justified in turning down your application? 
Zo 
OUR OMS ES Gh ey MeN EOE Samira eats O Rann tam RM ARERR ES Soir 1 24 
OE A 3) UR G5, Rae AR Re ES Mat Pilar An Neer e ane Ct Vices 2 vA 
OAT at DIC IN ER arate Sa No a Ae ee ee » 5 n=117 
WHY 
Why was your application turned down? [DO NOT PROMPT] 
% 
Ole SMMISTIUMCIEMUINCOME’ .c.snute acy eetntes teak cen eee pecan te 1 18 
OD ASTCCeC UL DISLOLY acicessctaziateer: staves neue Leah ca ee ea ane rare ea cee tee 2 15 
03) -“Domotknow;the reason... --..01--c:3.s- eee eee Seats eet we re 3 47 
O4e Other. please*specifysz,..,..-:c-5-c Beene tere eee fea ee areas 4 b3 
PSE Bulla Se SRR am SRY Nias open iriure Henry Hite aed BEV ON ans Perec ey geeaah S) 7 D=hi6 


MMART 


% 
UE GRR @ ond Se aero Ae ch PORE fr MAINE rate cis ety 8 
OT ING Be NO eva ccwsc cess sccnacaegsgut teed Nc cleus tti) ee cast ea aaa er eats 2 92 
O14 AD RIN Reiter cocoon anata at eaccertee Tertace Cente ret Stree eee near ee 9 0 n=1800 
ROT1 
OTS BCDC QC Birt eretee onsen. sconces entree ees eae 8 l 


O22) BGOVEMINEREENCUNC e.. ...scursccetceccene te cer aan Saget 2 
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HOLD-1 


Does your financial institution ever require you to wait before you can use the funds from a 
<ROT I> deposited into your account? 


cheque 
% 
UD TES? Say Sheets Seteacstrs een ee ieee meat en yas asd esaaceusecuewancnsudoaubasctabeetevanvides 18 
28 INO REI ee SE OR eit dines octet sg Vovlecuiepnsenva cuenta tase adaad cept 2 80 
O48 DDRUIN Re, 2000 Sua Re ea cele ads iecaas sobawnahe tan ease caveats BOOTIE 2 Z n=887 
HOLD-2 


Does your financial institution ever require you to wait before you can use the funds from a 
<ROT1> deposited into your account? 
government cheque 


% 
OTS ca) VCS tose toe ole ners rasa doen Veen 2 manta eis ding antes ay a Shane a inc 99g 1 
CZ aERIN Otten Scene er teat Be om tos, PRED ASL les aor aie hela tered, dacs 2 88 
is TN Raed och tone eee leet nai Me Bhat Ree aa 9 3 n=860 
HOLD2 


Do you find the delay to be a serious problem for you personally? Please use a scale from 1 to 7, 
where | means not a serious problem at all, 7 means an extremely serious problem, and 4 means 
somewhat of a problem. 


% 
OL eeINOL ar SehOUS PIODICIN Al all teeteeet eee e rise st vette cee s ost ce 1 20 
AA ek ERA 6 AIR A MEDIUM RP Be Us . 
UE seams Si cies taser ie Ian mmanbeRN RHR A viictne, sai AN Anant iae inna weap R rai, § 3 5) 
OF SOMO Wild Ola DLODICIN ce scorcer cee teper eemrereme meric rete res socs merce cote aes Sh 24 
WS Real pint eps arco carat pa aa ha ec cin eee ina dana AN let rae 3 2) 
ONG eee re Gray, clans Sued vipeots cue seat ee tae Mee emmmentm mer cee rent reetetere Ce 6 10 
D7 Ses AT CXIICIMIE IV SCLIOUS PLODICII. 2. anv ste cere een semen easton ce vaat. a 25 Bs 
OS TED RIINR greeter cents ecco caeest he becca 00 07 0s RMR ence kc Gee 9 0 x=4.26 


78 TASK FORCE ON THE FUTURE OF THE CANADIAN FINANCIAL SERVICES SECTOR 


INS 


Do you currently have any of the following types of insurance? Please include any insurance that 
you may have personally or through your employer, association or other source. (READ LIST 
AND ACCEPT ALL THAT APPLY) 


READ LIST 
% 
Ol) Life Insurance Gee aaeecserakeweevesveess ee baaesceeeiad teense HR 1 71 
OZ te OME A DAlUIMCMUINSULANCE deecupecacedhaenent Abeta t recor ks tespree cee eee eee g 70 
3°" sAULO un SUAIe etme ete: Silene sized aduneencee cnvady secu lceee eaten eh eatin armen 3 81 
04 Health insurance (do not include provincial health plans) .............. 4 63 
05 VA DONGT READ] None of the abOvers... sees. cneuee ees 5 2) 
06 [DOMO@TREAD] Other; pleaseispecify.aw. oo ney ie Ieee 6 3 
OU) DIRUIN Reese ce, io: 2. coi sducueaeetea per ueauin tunen eiatacd: citar ssc eee rene 9 1 n=1800 
ANNUI 


Have you purchased an annuity or another type of investment and savings product from your 
insurance company in the past three years? 


% 
OTT te Vie stem oe 4h o7 vce) CI Ri SSO ule NR ee bin Alvan tr een ae 1 8 
OBR IKE) hi CORe eRe eRe a Oe EE REESE TWN EC cP hielta i. 4 oid: 2 92 
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PRE15 
The next set of questions relate to satisfaction with financial institutions and insurance companies. 
SAT1 


Thinking about the last time you had direct contact with your financial institution either in-person, 
by mail or telephone contact, how would you rate your overall satisfaction with the service you 
received? Please use a scale from | to 7, where 1 means extremely dissatisfied, 7 means extremely 
satisfied, and 4 means neither satisfied nor dissatisfied. 
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CONF2 


What was the contact that you had with your financial institution? (DO NOT PROMPT) 
% 
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SAT 


Thinking about your financial institution, how satisfied or dissatisfied are you with the following 
aspects? Please use a scale from | to 7, where 1 is extremely dissatisfied, 7 is extremely satisfied, 
and 4 is neither satisfied nor dissatisfied. 


FEES 


MESSAGE: How satisfied or dissatisfied are you with ...? 
service fees 


% 
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RANGE 


MESSAGE: How satisfied or dissatisfied are you with ...? 
the range and quality of products 
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OVER 

MESSAGE: How satisfied or dissatisfied are you with ...? 

the overall level and quality of services 

% 
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FPROB 


In the past year, have you ever had a SERIOUS problem with the financial institution where you do 
your primary banking? 


% 
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WHATI 
What type of problem was it? (DO NOT PROMPT) 

% 
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RSOL1 


What did you do about your problem or complaint? (DO NOT PROMPT; ACCEPT ALL THAT 
APPLY,) 


%o 
01 Complained and it was handled internally ........00 ee eeeeeeeeee 1 30 
02 Had to speak to a more senior person at the institution................ 2 30 
03 Had to speak to a more senior person in the company’s 

CVAMTIEO IRI CES 6 beeen es cone cerset ene rtcln cic wee coeminnn pur tanmrcentcs 3 8 

04 > Complained to financial-ombudsman®:.25....0..... 0 asa + 2 
05 Complained to another third party (government)...............c::ce 5 2 
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RSOL2 
Was your complaint or problem resolved? 

%o 
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OMBUD 


Are you aware that financial institutions have an ombudsman to help address customer complaints? 
(NOTE TO INTERVIEWERS: If they ask, an ombudsman is someone whose job it is to hear and 
investigate complaints) 
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SAT2 


Thinking about the last time you had direct contact with your insurance company or broker either 
in-person, by mail or telephone contact, how would you rate your overall satisfaction with the 
service you received? Please use a scale from | to 7, where 1 means extremely dissatisfied, 7 
means extremely satisfied, and 4 means neither satisfied nor dissatisfied. 
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CONI2 


What was the contact that you had with your insurance company or broker? (DO NOT PROMPT) 
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CONI3 


Did that involve life insurance or insurance to cover property such as a home or a car? 


% 
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IPROB 


In the past year, have you ever had a SERIOUS problem with your insurance company(s) or 
broker? 


% 
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WHAT2 
What type of problem was it? [DO NOT PROMPT] 
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RSOL3 


What did you do about your problem or complaint? (DO NOT PROMPT; ACCEPT ALL THAT 
APPLY) 


% 

O01 Complained and it was handled internally .......00.. eee 24 

02 Had to speak to a more senior person at the institution................ 2 1 
03 Had to speak to a more senior person in the company’s 
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RSOL4 
Was your complaint or problem resolved? 
%o 
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TRUS 


Using a scale from 1, no trust at all, to 7 a great deal of trust, and 4 means a moderate amount of 
trust, please rate how much trust you have in the following occupational groups or individuals. 


TRUS1-1 


MESSAGE: How much trust do you have in ... 
federal public servants 
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TRUS1-2 
MESSAGE: How much trust do you have in... 
provincial public servants 
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TRUS2-1 


MESSAGE: How much trust do you have in... 
Presidents and Chief Executive Officers of large Canadian banks 
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MESSAGE: How much trust do you have in... 
bank managers at a local branch 
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MESSAGE: How much trust do you have in ... 
insurance brokers 
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TRUS4-2 


MESSAGE: How much trust do you have in... 
stock brokers 
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INTE 


Over the past decade, banks have moved rapidly into investment banking activities such as selling 
mutual funds, stocks and other investment products. Thinking about this expansion into investment 
activities, how would you compare banks today to banks of ten years ago in the following areas? 
Please use a scale from | to 7, where | is today’s banks are much worse, 7 means today’s banks are 
much better, and 4 means no difference. 


RATI1 


MESSAGE: How would you compare banks today to banks of ten years ago ... 
in terms of meeting the needs of Canadians 


% 
UPueLoaay s. Danks are MmUCh WOISGra Gn cence nes ea eee 1 ’ 
OM FOR ARE Fo oa Ge et nee, Sree RO eet eth ene at te 2 2 
OD eu Met mene Doe oy 3 ksi. 2. ats Rees 7 Lid bb Yen Sim LR oh ie ee ek Se 3 8 
Ode OINO GIR EreENn Ce: 05, 3iscc. HALLE absences esccaseee hex ctecs abe deake Sah Oe See 4 22 
OG eee eae aco, eeakssuhs sited bauer bisa dee sess Cee ual ce mae COTA gnaee 2 ea me 5 20 
Lone RE = Ae el: ROL ee APRS SATS ET PST MEM Se Spee (yo i 6 18 
OF) Wilogay sroanksrare much Detter. cu ce ates ee eee 2 15 ie 
DS ED IRUN Ra ee eT Bede ce a Gee MeL ae eee ere mate 9 4 x=4.65 


PUBLIC OPINION RESEARCH RELATING TO THE FINANCIAL SERVICES SECTOR 87 


RAT3 


MESSAGE: How would you compare banks today to banks of ten years ago ... 
in terms of providing value for money 
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CDN 


A number of our industries are under Canadian control. Other Canadian industries are under 
foreign control. How important do you think it is that the following industries are under Canadian 
control? Please use a scale from 1 to 7, where 1 means not at all important, 7 means extremely 
important, and 4 means somewhat important. 


CDN2 
MESSAGE: How important is it that ... be under Canadian control? 
the banking industry 
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CDN3-1 


MESSAGE: How important is it that ... be under Canadian control? 
the airline industry 


%o 

Ol Not atvallamportants: 820424 --00. 5 ssscasttseundenee een upnetscememn ee ene cee 1 ») 

APRS RT. Ry fs ER SAN Mer enr ert Te cea tes TmUNROL REIT TCP ys Z 2 

CEM Ras Cae. At: | Seiten dee OEM ORES OI ssrinlia Manor maou: 3 4 

Ua ES OIE WABI MPO LLALILIM. tccs.cbnarscetstrcryenseseeseee ecreeateoee ats reseer eee kent 4 B5| 

OS pet rte me Es chant Aig ETE aes cede aaeeate cache remetes 5 13 

(VG, SE aar ee eee er eve es Mele S ya ccc tnaa Uses pecetetee tee a sear artes yee Ree eS 6 19 

Ce IS XIE MIC UVEIMIDOLTALIL ov. codes me rcdceecen ee sea eres etree ater eats cetera | 34 S 

rere O2 GAN Rs cacy salah aon allan politi OSG Mare RON Car prrcherrie MeL aa raay 9 2 SY) 
s=1.72 
n=608 

CDN3-2 

MESSAGE: How important is it that ... be under Canadian control? 

the oil and gas industry 

% 

OO UIN Obra AL MIDOLLALIL ..2..cv a covecet at cers occa nt siaceee Seren ere nae eee 1 8) 

(D2 a) Sasi Ne liar aM Rr ps a Cemienh ioass Aiechianinacialen rare anil tala Z, 3 

Tae ska oR lpycredtatta elder neste by hecho e oat et neray Ones Retr tENa SEU Ma SEAN aA 3 ] 

OAM SOMMeW DAL ANDO tant a0 3.22: eevee: caeec te eceedsees cate c sees ce aoe ene - 13 

WE | eile Pane ce ERE RHI SL ML EDs PRR AA SemlaC RNR SB eterinece Ba acntos a 13 

UO ands oA Fee ie ee eat de te RID ea ey UDR SiS IRM Met DS We Peat CA 6 19 

O]aee Ee xisenicly 1mportant:)...2 ee, See OR ee a ee ee aT 47 - 

OS Bare ID ROIN RR ete 0 5 ae ee aca aoe, Salhi testi 9 1 k=5.78 
s=1.53 
n=583 

CDN3-3 

MESSAGE: How important is it that ... be under Canadian control? 

the telecommunications industry 

% 

OL aN Cleat Al LIN DOLANO.:.tcssacrsererteeeere ees aetottite nce ete eee ] 5) 

LP sk IHRE Ae a IO EPPS bom eR Cran BH ty Read oi cnirior HCE 2 3 

ND fe Rete eee Gaeta: 0 oe) suce tye Meee tee see Race ew Rene hes eat ana gee ee 3 5} 

04°] Somewhat ionportant::....:,..sccascateneeteh ae ees ere eee cote: 4 16 

Ue ERA Hk Beta es OED A oc Cae RR nN Seg Tor A ped Sou py tbat (ca Sela 5 12 

LB. a Ue Meet inc, lye Pee a Pe re RETO UPA RAL ore 4 Ue cdl cre pa 6 18 

UG a) wh. aco ated AUS Vi RNY 0,0) 4 E2101 Bataay PROeNM aN peg tC Ky Race fra bai 6 aceon ee 7 4-4 ee 

OSS MERSIN aie oe eee tects 2 ich nos rots entra pay mea cee eT ON oe 9 1 x=5.62 
s=1.63 
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CDN4 


MESSAGE: How important is it that ... be under Canadian control? 
the insurance industry 


% 
ies NOtateal In portant eae mrt tc teutcer secs etary neem 1 4 
Pe Oe acest Dep apieintea MOR ee nan ne aaa a UE pep end RIL UREA) ies hur Tra Zz: Ds 
inh senpeiep ampatinmedear ts feiss. crc ale gt A Mme maee mnie oulbetohiloth (tert ae 8 2 
OAMBe SOUS Wal II Ola teeter n sees niece Peerct eto ton aece tetas sent aioe eases 2 14 
(O20). Seep eid bile adodson teh ae an ame Area Seared oy LAM Ae Allan ee seeERGN 5 13 
B70 clan 8 soa sr sac Ng a Aa an REDE RL OL Uae coer ire beua leg fry op 6 P| 
Oe ATeITiCc VAT MOM AU eee tesa fee ere eet ar ocean meee d, bs 
A fe on! 8) Gn Ral nds Nice rey NS Meteo a sane Ant MORE RA Ried oreryy Senn eFax Y l 


ROT10 

OEY ~BankrotisMon trealeenre 0) scr) Sie oradevt ss! wal eiear ate ieee bee oa 1 
O27 BankiofiNovaiScotiag seo Mes) core ray, Vane Dorcel adil wall 5. tee D, 
OS rage ROY AlN anikeymmene em e ecco o ales ener cas dsellssmmmcep an cbueds dancdenanedent 3 
Ae. se HOLONLOL DONO Lee 3s econ Gels cance ens ey eke omental 4 
O>e > Canadian Impenalbank ol Commerce (CIBG)ie ass 5 
OGRE IN OtLONAl Banker rer wit err cues Leu e ees eter BAS aC ceah ag 6 
DOM 
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How important is it that the six largest banks such as <ROT10> remain under Canadian control in 
the future? Please use a scale from 1 to 7, where 1 means not at all important, 7 means extremely 


important, and 4 means somewhat important. 


% 
OF Not.at all’ importante: eee tes tech ees ed esc ce eee 1 2 
ZF Fae ssa cnnncknecoo Me honsauuoe setae deat del ame TE Tae, hae aE em EOE 2 1 
OB ig phe ssn vie Suckessacndecdecansstegtece tethers ee OM UME A AT nce ED 3 2 
04> Somewhat important,cu see eens Rete ete eee een tree 4 af 
OSs eres tec tet FUE 6.5 so cena aie mnie meee a oH and Paula isctaynn Sante eat Dae 6 
Wie «aa ne ee nonce ar noo ep rmT Resear n em rn SLA} 6 20 
Ome xtretiae LV dinDOrtan toto ee hee ete et at ee cere et ees 7 60 
OB me SLIINTIN Rage chess sinpeqnan lateness Sreteaeeneten eae ee ae cLeeeaecT panera Can ee tea 9 1 
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WDOM 


You had said important. Which of the following reasons is closest to why you feel that way? 
(READ LIST; ACCEPT ONLY ONE) 


% 
Ole) Banks are akey sector Ol ING CCONOIRY wera tree cet aaeers 1 pa 
02 Governments will lose the ability to regulate the industry............ 2 iy 
OB ey CMICE die mree ON ODS 1h CAD ACA a soseccenee uate fuses, eesemesnders se reeeeee 3) ey) 
04° We need to ensure: consumers are protected iii cicteeeccccssctesve enews 4 Dh 
05.” [DO NOTREAD |: OthersSpeciiy tse oncstssee cree cee -s o eeeem 5 a) 
OG MADD RGIN errr retreat reer ce terer cea rest cerene scr eee rt: cerca 2) 1 n=1426 


PRE9 


I am going to read a series of statements asking you to choose between two alternatives. For each 
question, please choose the statement which 1s closer to your view. 


XOFF1 
MESSAGE: Which statement is closer to your view? 
% 
O01  Itis more important to have Canadian control of our banks 
evenuiahatinay mean slightly hreher prices <..-...s,s0s6-2-c00e--acreeess 1 82 
02  Itis more important to have the lowest consumer prices 
even if it means that our banks are under foreign control ........... eZ, 16 
03. / HOKU Ra DOVN@ TARE ADTs ho tsc cea conde tire tea eo tee 9 2 n=892 
XOF1B 
MESSAGE: Which statement is closer to your view? 
% 


Ol [tis more important to have Canadian control of our insurance 
companies even if that may mean slightly higher prices............. 1 70 
02  Itis more important to have the lowest consumer prices 
even if it means that our insurance companies are under 
LOPELOTY CONTRO et cise: sescceaaueaaty cee Let Dae TA Ps 2 26 
03 (DK NERA DO NG DRE AD | ices nee ee eae eee ere: 9 4 n=886 


PUBLIC OPINION RESEARCH RELATING TO THE FINANCIAL SERVICES SECTOR 


XOFF2 


MESSAGE: Which statement is closer to your view? 


01 Canadian banks need to be larger and more international if 
Canada is to be a strong exporter of financial services in 


(dh Spd BARU D NM RP Ook 5 lancet shes Wao ENN pant nd A cAI PRE OT Bae ge ON, NRE MS 


02 Canadian banks are large and powerful enough already, and 
allowing them to be larger will only reduce the level of 


coOmpetitionin: Granada sez wwecsesrede seis a Magees rascsemeceessaaact eae: 
OST pO NR {DON ORE AD |e ter teiarsctcs poorer citer te mine tes 


OFF2B 


MESSAGE: Which statement is closer to your view? 


01 Canadian banks need to be larger if they are to compete 


against big foreign banks operating in Canada.................sseceeeeee 


02 Canadian banks are large and powerful enough already, and 
allowing them to be larger will only reduce the level of 


COMMPEIMON MINE AN ACA ered. ses ccaneadasoeeteees teers tetecrae se tarvetinae: 
USES") BULGES DRGs PDA) Tac). E 07 Xo Soe Be cee a entre mn aaeial ter mre eres phn abueepen 


XOFF3 


MESSAGE: Which statement is closer to your view? 


O01  Itis important that MY bank offers the lowest service fees 


even if that means further possible staff lay offs... 


02  Itis important that MY bank does not lay off more people, 
even if it means that service fees are not the absolute 


lOWESU THEY COUNUD SM a ee chen nee eee 
Os me DKINR | DONG TRIAD ip he Fete Ae emer en eso oes ooe Yenc 


XOFF4 


MESSAGE: Which statement is closer to your view? 


01 There should be stricter privacy rules on financial institution’s 
use of personal information even if that may make it some 


AVHAIOSS.CONVENTENL FORM emer reel n cree daatireee senses ete rane 


02 Idon’ mind financial institutions using personal information 


if that means somewhat greater conveniences for me................ 
OS NON DOING TREAD ere ee rei cecseccrs. ee, 


By 


48 


49 


Jes 


26 


n=876 


n=828 


n=1778 


n=1778 
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MERG 


There are a number of arguments made for and against allowing mergers between large Canadian 
banks. How much do you agree or disagree with the following arguments for and against mergers 
on a scale from 1 to 7, where 1 means strongly disagree, 7 means strongly agree, and 4 means 
neither disagree nor agree. 


MERI 


MESSAGE: To what extent do you agree or disagree ... 
There will be significant job losses if two large Canadian banks merge 


% 

Olea strongly disaoree 00 ui ee tae rene ire ectsea Se riomat eee eae l =) 

OPA ALTE acoA Nt RRS MRE SE x FUN, Werte Rit eter gh MRI Westen RDP RRA TROT AINA, RR YD) i 

OS rah eats ini %, eet eee cle rani at Foe a ea i ern: Renee 3 6 

O44 Neithenagrce mor disagree quel a teals tiene ter eee PN ak 4 12 

BG RAR aaa erst pr ogle tani van Uae pips -eichakatel lean cine nia nit laep renin bate 2) 1 

G0) A RTE RRR OR SP veered Sn MPU PL Nite GU et A aay MILA. MUA speed ull 6 23 

OTeMe STONGlY ABTEE se, ceition ee tet ere Mee rites eine ee reeen cern ete ee erent mee y 30 ps 

OSTPD KIN R icrernmrerrie crite eecaeite tas teerrte terrence men aies enact etree o 2 x=5.18 
s=1.80 
n=1096 


MER2 


MESSAGE: To what extent do you agree or disagree ... 
Large Canadian banks will be better able to compete globally if they are allowed to merge with 
other large banks. 


% 
Ole stronelyidisagreets se r..on lone eer caret ett iret sr ceter ers tener teneae 1 7 
WA Peo A EMRE re TNE Rte Rene ani ivatl aed ant feeniberaiipeie d-dh poclel bal iee irene 2 8 
OB. te eee eens. baa ameen ities 0 Ihe Ae bn LE SEW TRE See A eae 3 i) 
04: “'Neithemacree nor disagree ni) ws Ae ieee ha aioe, er re eee a 15 
OB Nae eats Sela betes act fs Bean Alle Ble Silk sae ath: ala ectana talline cateowadat, ehese cores 2) 18 
OG + cies BR Se tanec bats laa enlee del ent ee ba Nice sue einNnar. Ons 6 26 
O7 -SS Won shyiactee el ea Neale ea Ck Lanne eee ener: i 20 = 
OS: DOKUNR ere eer ae ee ae cc icons teacanteschi ceeeeee eee 9 2 x=4.91 
s=1.81 
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LER3 


MESSAGE: To what extent do you agree or disagree ... 
There will be a significant number of branch closures if two large Canadian banks merge. 


% 

Phlmee TONG CISAQTCE peter enter ine sat oe bec tyac test oeucssnedncatiy eesestecatensagees l 6 

NE Blo Aa RAE «sy 0s tl AF IRA RAINS mi ED RASTER Si 2 7 

FS Diels AA IRR B.C tn a RN dala UN PAS Pe i 3 6 

CEMeeENCICICL ACTCC NOM Isa tet ria ae etait acatdeser or toer acre ver etegcer ies “ 13 

NES egal ie iain 26st Cotes ce cn a RENE RD le ame cueotna Yd inltRti AiU Rid Dede. 5 14 

WIS h. © cela nt al peat RMAC vitor he sich CLAM RRA A Bea am cream NRRas ENGNG Fe am Ue 6 2s 

0) gees SLLONE | V ADT COmpeermemmertnrte, tele Sites recstene reenter renrraets een dates i of . 

OSES KUN] vesetecusgs eremrnmeeet eters ccnioloiesiecouecaneatstatecdssscsaey camievenieceeneesmrnnens 9 2 x=5.11 
s=1.82 
n=1778 


MER4 


MESSAGE: To what extent do you agree or disagree ... 
Canadian businesses around the world will be better served if large Canadian banks are allowed to 
merge. 


% 

Se (LON 2 LVAC 1S AC TCC meme ee aes scr tee tenon omen tate nam 1 10 

(Oe a A I TERN pe RE 8 ef aa sR PNR A SY LN ARM ATEN Hania 2 12 

ES Re oO r/c a aN R PND eta acoA enh 2 3 9 

GmeENGITNCT ACTCS NOLMIisd acc ne secsrriccr oer etree ects seccae 4 ZA 

ESP a 5 aa a cs as a A eaten a dlc A 5) ef) 

OEY | Py ge ee aed vox ds aR Ie ORI Oth 6 15 

CERO OUSLY ASTCE son emmernrermerttn etree tet rr rrr tree. i) 11 = 

CUSSED ISIN Feces 20s, Free eee een eet eer ter ent rere herent 9 4 x=4.18 
s=1.84 
n=1778 


MERS 


MESSAGE: To what extent do you agree or disagree ... 
Canadians will get much less personal service from their bank if it was to merge with another large 
Canadian bank. 


% 
CRE LCONSTY CISARTCE +... «teaver eenmnrenea ae hc sae biasectavenmececnoesnteaueec say eee 1 11 
TRE Ae aR BURP a Sec Si Mr ROOM Me RNR LO OA 2 14 
YS Mee eee SMC 52) et ee eRe NA CERT cic nt gtivtle Sere 3 10 
Vd NCIINCE agTcOmOr CISAQTES 2 eee te Mea sed ciate ooaee eee 4 17 
Ee CR se MM Mee ese CCA Nn ea eA 5 11 
SNe ee eet Re a, «NS ar cam eR R62) Saath dh teak on ch Sth 6 18 
SFM PAD IVs ABT CS orn 2. ache cee eR ay Rach ohinacasinnisesncensamenrstes 7) 18 3 
S2SP 0 SUS GAT SORE 9 (AT. (nS nen Suk ae at ee ta net ee 9 l x=4.28 
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MER6 


MESSAGE: To what extent do you agree or disagree ... 
Allowing mergers between large Canadian banks will ensure that our financial institutions will be 
under Canadian control in the future. 


% 

OL wstronely, disamiee cate cen i costes een ece tenes seeds eter cee serosa eee 1 9 

9h Bere ene ets "52 eee i er ey A ney pene Ee iy, 2 10 

OSs Ree ne SMe sete dy 02 Cres svbaedan le aten<tonnser untae es ean ase Saves hcchcoos screens 8 i 

04) s Neither arreemor disagrees cate he ee aene ass vcnssse..vscsounvonsestene 4 21 

OSs apes eee etek a Sah sears dasa mere ase et aoet Ae cid asain 5 16 

OO ese ree MN sess chs ccnp sack Uintant ct oaes etna 1 ose sea Sel see ie sONa cea autre eee 6 18 

OT BO Ome Vre CiC S rite caticatades cadena tony cactuean toate ty seeai siete Seon se anes oy ener meen ik I es 

OS) RID IN AMI or 5 1 aun tones ctatey bas tcuvecccdee Pieper een inte ee 9 4 x=4.43 
s=1.87 
n=1778 


MER7 


MESSAGE: To what extent do you agree or disagree ... 
Allowing large banks to merge will lead to two or three financial institutions having too much 
power. 


% 
DERE S Ono LVaiSAGree x5 mck.caes, eee ee rae ene ote eats en ee 1 6 
CET eee eae Rate. ies eked vst Migs eeA re eaee Ca nie nek Sateen Wee eee Ree Z 8 
UIE}S 0 SSAle ge AE Xam Ry CEOS Enero de eta ieye teeds LO Ate Uren n e fe 6 
O4 pe RINCIENCTACTCEIMOT CISAQTCE st tN eitiars.eacastes cea svtneseceen sen oleate 4 14 
Seer or PRE init hd colin ay mene eRe Reeve UCC Sate heer aae 2) 16 
OG alba, PO ies ets Oe ee ti acai. pes Area ec bate adh he ead i ee wa earl bt Oe Reale ear 6 Al 
Oise ELON INRACT CO re 2 sciatic, pata even ara nt oye tre ere Sean te me a 28 ts 
OVS is tel ISIN IR Seer teeter os 2k Sup nee ah ce Re ane te Bcc et ty Ja eda ecole ges iar ta ec eee 3) 1 x=5.04 
s=1.84 
n=1778 
MER8 
MESSAGE: To what extent do you agree or disagree ... 
The price for bank services would drop because of efficiencies from a merger. 
%o 
Ol . eStronely disagree 8 oe a ce a er es 1 19 
Pee Tare ae RRs.” Ser or, NO Rep Rae EN SARA Sar RR cl J cde Re 2 18 
OG errr ren ere. Lynas) Une maven ONS Eee sini fuel op Us Agr em Oe 3 13 
04°. Neither derce non. disapree< oon oe eee ee ae 4 18 
A a eer er ee ata 3, ARG cA RIT SOME ET ah ORE ns Ea fe) 12 
0S PERSO MG ITS shu Paley. Soe ERO MO PP Te tc! Sel: 5 VSG LN ame 6 1] 
OF <Stronply apreci ts 522 20k as a cer prc ee a ca 7 7 Ts 
OS | BIDIGINR 6 i. 8 F ois Ae elder coca eee cee Pra ote 9 3 x=3.47 
s=1.88 


n=1778 
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MER9 


MESSAGE: To what extent do you agree or disagree ... 
Small businesses in Canada would have more difficultly accessing loans if large banks are allowed 
to merge with another one. 


% 

Die OU OUELY CISA CCemmmmmmnn tn eRe ere Mee tres ac a erate tar reeruetereeeeens 8 

DAS Vee ROR gh of. sh a rR WSS NGS RR a eS el De BENT EO 2 12 

CVU PRC) We al | Re RM ee Se oot ahd tha sos canep Ganaedon dense wenadesanedtine: 2 9 

aie INGIUDEY, ASTER ROME s ACEC talencssertne ns netec dives wie Junie ies Ode oaciaatee sssoeuets 4 4 

DHE 5 averse cds cf ERS RRR es Ecos oe cave it cette dures tetanus dinaaat mids desi ghal 5 13 

OG Oe eB Rmme Meme so nc cte ce nese tah nh co nace ds Nn de ner 6 18 

OO ULOMr 1 Y ACT Ce sme Wn fem ore: eat Oe ete eet Meee vere) 7 20 os 

iret YOY GL Rte eR as seo pacisen tan Ser RG MOP OIE RIE URN IRR PRR TS iy 9 3 x=4.54 
s=1.94 
n=1778 


MER10 


The Canadian banking sector would be strengthened if mergers of large banks are allowed. 


%o 

Olas StLOn ely Cisd plCommenmmmete ts. tnt ce cc throtsloo mnt ena areole mesa iae 1 10 

O95 2 ED RET SED) Sen's Sec See ERC ee OREO Nay LT ACR Rr Mae er Z 11 

18 a Eee IRER, A oc ho AS AU RR Re AI PE Ee ePIOTE DL Ha in Ste 3 y 

Oca NCIUIICT ACTCOMOINC LC ee ect lni ce euac as cco CriR REA re Sea ede Eels Cratos? + D6) 

I ia ca scase oni 545 oem OME ACEe Pe kc itsvce banc bntubes iueeegatadah yas ta boveedeNvonitonsia? 5 19 

Gy ON a oaccy seit sndhad sacs eemammmmtnmmn eas ick tr ueesah shtrvs feaztdes saatdcnentandheyentucs42.22 6073 6 17 

MeO ONLE LY: AOU CO en eemmmreretnen Sehe arcs tne Om Revise ch LeaEse | 10 2 

SO DIT INR) so Ym ee re en Sets hens sh cad Lacancasseveqecagvanels 9 3 x=4.24 
s=1.78 
n=1079 

ROT20 

Oly the overall strenethvoliiie Dankine SCCLOL i, 35. 2-.:.5.0ncse teeters eraein ee 1 

02 the banking sector’s ability to compete globally «0.0.0... eee eee 2 

PRE16 


How important are the following factors in considering whether or not to approve any mergers 
between large Canadian banks. Please use a scale from 1 to 7, where 1 means not at all important, 
7 means extremely important, and 4 means somewhat important. 
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LOSS 


MESSAGE: How important is ... 
whether a merger will lead to job losses 


% 
OL WSINGt ataliuiepesieantbesty ur. sss icrseescaetentan Eien tesserae cate alte amee es 1 4 
WORT setae: Sethe 3 apy ee mre Pe Cr Utils’ plea rea dna Neb mye lait tan y 2 Z 
We ia eae Mk ed <r ath a A iy bails fehl ale Bees ay Mletedld ich oho lhe 5 3 
Oe PP SOIC WITAUIRIDORLAT Ut cacecceetrcces are ete etme rere eteeercer es tenner emer 4 12 
SRLS cen: ho 5 52 A A RRR Pte Rion ae ne ir aurea Meagan 3) 12 
OO at 89 eases cee RR eine estes oe acta crept ir reted tracery ny sry ty ly 6 26 
O7, SExtremely important Seyi cs eserves eigenen ee eS pee q| 38 px 
OS 7 DRIIN Recrui oes Made neers tretiacnvacncae teas enertousnees eat ntee se 9 1 x=5:61 
s=1'61 
n=1778 
PRICE 
MESSAGE: How important is ... 
whether a merger will lead to lower prices of bank services 
% 
OUR ReINOU AlabIINPOItaNt \.caicnteee tte eee eeseee tare sane eee err iots se een ede 1 y 
OP eka crsne ect te eae UR RACE COL CUMS HE RID rs poten ee EM eRe Ps 6 
OS eee re... 3, loans cadasanieens nnembacs Servint aeenat nk seenensenoniy Weer 3 8 
OF Somewhat 1mportants..\stererarres ts zed sncarabaicd erases cob -krurreoes saber te tba ene sateen = DA 
OOD ea tente re ten opacrmemites Sis 3e sk) ost ahs | 0s hoe dh ee eaten Caskneanes teas bneiaeywadsyee niet desert 5 17 
18) ais ks ACR FERRE Acai vane aN mm RoI MAI RBR.« bh: 6 20 
OGM Xtremely (MOOI anti crea etree een eee ae use eee d 19 2 
OS BaD GN eet, 25, nn c.08h, caer ete dae sate eas ester ka ere S 2 x=4.74 
s=1.79 
n=1778 
IMPRO-1 
MESSAGE: How important is ... 
whether a merger will improve <ROT20> 
overall strength of banking sector 
% 
Ol) SHNOU GEA DIN OTtAn (325. 5047 eae heriinen a iemencem rete nen resins 1 6 
OP esolbrer 98 9 cory chs itera eect aOR Rn damian et ioar pee sper ofa aerate js 4 
Ue area ee ore: cr cy oA RRR pa Se Aree Rene ered Pe cote cst pect Pree ROT S 6 
04 -Somewhariniponante:.\- coer ae ur aie ean: 4 19 
OS sriseyastteres: es ee a sae, 2 soa sedec ss ed ecm teleereys A tone AR 5 20 
0, MMR ace er arte ay re Aires eR TNE ARCS EAN Cig. tr REECE AE Bae 6 23 
OPA) 8, GNC eile) RY NTTIT 0,0) W018 eek ereprpeenes ey nremnenncts Ser renrrre rrr aan cremate rrr y 20 


C134 RTDIRVINR ied reer lee cnt 9p laloligee pp aateme eared eats neato 9 D x=4.95 
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s=1.69 
n=88 | 

IMPRO-2 

MESSAGE: How important is ... 

whether a merger will improve <ROT20> 

the banking sector’s ability to compete globally 

% 

OMAN OL at all \iipoutan meme ean see Ca oa 1 6 
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US uel aed aed gel 3 ney -er etc SARE MRS CUR uN a AE RUONS A E CPlcanleeaeret 5 1) 

Us 8)" Ma aan RAR Raat ick MS NH BA ASP RAN dh 6 25 

Mime RAL CINICL VII Fol batlimmere te seen taten etter eter tantar te Wese meni sytt re ate T 22 ie 
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SMALL 

MESSAGE: How important is ... 

whether a merger will make it more difficult for small business to access loans 
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WORLD 


MESSAGE: How important is ... 
whether a merger will improve the banking sector’s ability to serve Canadian companies around the 
world 
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CLOSE 

MESSAGE: How important is ... 

whether a merger will lead to the closure of bank branches 
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PRE7 


"Tied selling" is a practice where financial institutions PUT PRESSURE ON customers either 
directly or indirectly to buy a second product when the customer applies for a loan or a mortgage. 


TIED 


Have you personally ever felt that one of your loans or mortgage may not be approved unless you 
also purchased another product like insurance from your institution? 
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Currently, banks are not permitted to sell insurance directly from their 
branches. Some say that this is necessary because banks could use personal 
information to get Canadians to buy insurance products from them, and this 
would give them an advantage over insurance companies. Others say that this 
would give Canadians more choices and allow them to get most of their 
financial and insurance needs from one institution. 


INSUR 
SEE SCREEN 
PRE11 


To what extent do you agree or disagree with the following statements. Please use a scale from | to 
7, where | means strongly disagree, 7 means strongly agree, and 4 means neither agree nor 
disagree. 


INS1 


MESSAGE: To what extent do you agree or disagree with ... 
Personally, I am not that concerned about whether banks can sell insurance products directly from 
their branches. 
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INS2 


MESSAGE: To what extent do you agree or disagree with ... 

I would be very concerned that banks would have too much credit and personal information which 
they would use for inappropriate purposes if they were allowed to sell insurance directly from their 
branches. 
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INS3 


MESSAGE: To what extent do you agree or disagree with ... 
I would prefer to have the choice of buying my insurance products from either an insurance 
company or a bank or trust company. 
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PRE10 


Governments require that financial institutions "disclose" certain information to their customers that 
will help them identify the terms of transactions, their costs and the potential risks that customers 
face. 
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DISC1 


Do you think that Canadians are being told all they need to know about the terms, costs, and risks 
of different products and services before purchasing them from a bank, trust company, or credit 
union? 
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DISC2 


Do you think that Canadians are being told all they need to know about the terms, costs, and risks 
of different products and services before purchasing them from an insurance company? 
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PRE12 


To what extent do you agree or disagree with the following statements? Please use a scale from | 
to 7, where 1 means strongly disagree, 7 means strongly agree, and 4 means neither agree nor 
disagree. 


HIGH 


MESSAGE: To what extent do you agree or disagree with... 
In my opinion, the level of service fees are justified given the services provided by banks. 
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ACC3 


MESSAGE: To what extent do you agree or disagree with ... 
It is extremely important for me personally to be able to do my banking in person at a branch? 
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CLOS 


MESSAGE: To what extent do you agree or disagree with ... 
Banks should be able to close any branches they need to as long as Canadians can still get access to 
services through new technologies. 
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EXERT 
MESSAGE: To what extent do you agree or disagree with... 
The large banks exert too much influence and power in Canada. 
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COMP6-1 


MESSAGE: To what extent do you agree or disagree with ... 
Smaller banks and trust companies are a viable alternative for Canadians who are not happy with 
the large banks. 
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COMP6-2 


MESSAGE: To what extent do you agree or disagree with... 
Credit unions are a viable alternative for Canadians who are not happy with the large banks. 
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ALTER 


MESSAGE: To what extent do you agree or disagree with ... 
Insurance companies could be a viable alternative to the large banks if they were to expand into 
basic banking activities. 
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MAST 


MESSAGE: To what extent do you agree or disagree with ... 
Overall, I have much more confidence in the Canadian banking sector compared to ten years ago. 
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PROFI 

MESSAGE: To what extent do you agree or disagree with ... 

I think most Canadian banks earn a fair and reasonable profit. 
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HATE 


MESSAGE: To what extent do you agree or disagree with... 
I'd really hate to see some giant U.S. bank come into Canada and squeeze out our traditional 
Canadian banks. 
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ENTER 


MESSAGE: To what extent do you agree or disagree with ... 
I don’ really care if a large U.S. bank enters the Canadian market if it means more competition, 
lower prices, and better services. 
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MAX 

MESSAGE: To what extent do you agree or disagree with ... 

Banks do not have any special public responsibilities compared to other businesses. 
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TECHI1 


MESSAGE: To what extent do you agree or disagree ... 
Personally, I prefer using banking machines over going into a bank and dealing with a teller. 
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NETI1 


MESSAGE: To what extent do you agree or disagree ... 
I would be willing to give my credit card number over the Internet, in order to purchase a product or 
service. 
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NET2-1 

MESSAGE: To what extent do you agree or disagree ... 

I expect that I will do some of my banking over the Internet within the next two years. 
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NET2-2 

MESSAGE: To what extent do you agree or disagree ... 

I expect that I will make some investments over the Internet within the next two years. 
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s=1.89 
n=896 

ROT13 
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INVAS-1 


MESSAGE: To what extent do you agree or disagree ... 
I don’ think the average Canadian suffers any serious negative consequences because of so-called 
invasions of privacy by <ROT13>. 


banks 
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INVAS-2 


MESSAGE: To what extent do you agree or disagree ... 

I dont think the average Canadian suffers any serious negative consequences because of so-called 
invasions of privacy by <ROT13>. 

telephone companies 
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s=1.89 
n=372 


INVAS-3 


MESSAGE: To what extent do you agree or disagree ... 

I don’ think the average Canadian suffers any serious negative consequences because of so-called 
invasions of privacy by <ROT13>. 

insurance companies 
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INVAS-4 


MESSAGE: To what extent do you agree or disagree ... 

I don’t think the average Canadian suffers any serious negative consequences because of so-called 
invasions of privacy by <ROT13>. 

cable TV companies 
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s=1.82 
n=359 
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INVAS-5 


MESSAGE: To what extent do you agree or disagree ... 
I dont think the average Canadian suffers any serious negative consequences because of so-called 
invasions of privacy by <ROT 13>. 


governments 
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RIGHT 


MESSAGE: To what extent do you agree or disagree with... 
My privacy rights as a consumer in credit reporting are adequately protected by law and business 
practices. 
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WEIGH 


MESSAGE: To what extent do you agree or disagree ... 

I personally think the benefits of having all my financial services integrated at one institution 
outweigh the privacy concerns around that institution having access to my credit and other personal 
information. 
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DEMO 


These last questions are for statistical purposes only, and I remind you that all of your answers are 
completely confidential. 


LAN1 


What is the language that you first learned at home in childhood and still understand? 
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SIZE 


Which most accurately describes the size of the city, town or village where you currently reside? 
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HOU10 


~ Which of the following types best describes your current household? 
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What is the highest level of schooling that you have completed? 


OF Public/Elementary schoomomless.(oradeul-8) .s0ciecercsssaeceveceeeaes 01 
Crm SONIC 121) SCHOOL peau remem tate Se slael teak biecnlt tote va den! Ae suenatdeeaed 02 
O3y Graduated trom hithischool (erade 12-13) 25 ses) fesesscctecveuee: 03 
Uae FV ocational/T echnicalkcolleve or CRGEP i rr race 04 
OS Ptrade Certification + aemmmmmn mettre ct cet cease re, cate Mire ele ee 05 
(JQ) FS OMIEMUIMIVELSI ty: cee eee Mantmrnnin cece) frbtags share teens pes et bores eee Neots. 06 
OF) aS ACHelOL’s COSTCO EA renter testecc sa ctoseettn isc lee Sasses sorte eestandasou dey 07 
Ueemarrotessional: Certification eeretete2.1v 5. cob acne -c-.0s-5, 208 nceesd,seceoe 08 
ODmer radiate GCSTCC 4 te eam mrenemeer neat cy Loon Svar crews sehen tas 09 
PO DINING 0), i See ee REID n 0t2)s haba soar cduastdte sees he sondetss we) 
EMPL 


Self-employed... .._.:-: 5 ear ammee menene sys se. earn hepto noni tnegtes Aseezzed 01 
Employed full-time..® sre seesetesmnrrenserect ccc sctersssssceazericasceseseesay stays 02 
briployed part-time 2: casey mime ete ete, tee vee ene ees ea 03 
Seasonal employment sccte tee metaeeeete- :sasssheesk-oscnssvueee vs aherneveaneuns 04 
Lerntvem ployment :.:..c. cere eete eaen ecee eae et eee et eachcstn on 05 
Unemployed '::.01. i. 22 OR Bee tale CA i, BA WD coe 06 
POE soe ioc taasnds2osieceesoOee eerie nna ET fs nee Pre ee dea cree eee 07 
IROEITGCLS Tops sinaecsnepsecnrcn cae outs ae etiam mete meee ORT Le ee art, lohead sce Ser 08 
Homemaker 6002... x... 59susdsesaeras Aura teee imeem ade fe PesSsantle esd cts eeee ad 09 
Py isability/SiCK TEA VE Vinge vec een ene at see cbaatonties eae n een 10 
Moatermily/paternal leavern. 0. eee ea wether 11 
OER DICASE!SPECILY,) 5 s,s nace eee ee le eee lone Gna nc eatet 98 
TEIN RE Gorey vs ances araneke ete nme toy eee mn mere eat eth Be ho.) Pts 09 


%o 


=" 


n=1778 


n=1778 


n=17/5 


112 TASK FORCE ON THE FUTURE OF THE CANADIAN FINANCIAL SERVICES SECTOR 


INC10 


In which of the following categories would your 1997 HOUSEHOLD income before taxes, fall? 
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Which of the following categories best describes your job? 
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Do you own or rent your current dwellings? 
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IT10 


Other than Canadian, to which ethnic or cultural group(s) did your ancestors belong? 
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NET 
Have you ever used the Internet? 
% 
DT OS ee SR NE 53 oso a Pf PAREN AG Sd PPS l a7 
Lo ood SE aed PRR ee ar ei ae Ho een a ree be prs raae 2 42 
CSRS) IN Rs 20s. cee ee eet ne tee tame erie rear e nem ene ren 9 0 n=1778 


AGE 


In what year were you born? 19__ [NOTE: if they won’ give you their year of birth, ask if they 
fall into any of the following categories] 
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FOC1 


Do you live in any of the following cities? 
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Do you live in any of the following cities? 
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FOC3 


Do you live in any of the following cities? 
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Appendix 1-B Moderator’s Guide 


Focus Group/Triad Discussion Guide 


April 1998 


Introduction 
e Purpose of research and study sponsors 
e Format of discussion 
— informal 
— noright or wrong answers 
— perfectly acceptable to have differences of opinion 
e Role of moderator 
— raise issues for discussion 
— probe for clarification 
— watch time and ensure that everyone has a chance to speak 
e Other issues 
— the discussion is being audio-taped (and if applicable, video-taped) for research purposes 
— (if applicable) the discussion is being observed by members of the research team 
— all comments will remain confidential (no names will appear in any report/documents) 
e Introductions 


— Participants are asked to introduce themselves and briefly state what they do for a living. (If 
they are looking for work, they can identify the type of work they are interested in.) 


116 TASK FORCE ON THE FUTURE OF THE CANADIAN FINANCIAL SERVICES SECTOR 


A Attitudes Towards Financial Services Sector [CORE] 


I would like to begin with some word association as a way of warming us up for the 
discussion. When I say the word "banks" what words or phrases come instantly to your 
mind? 


— Are the images that come to mind mainly positive or negative? 
— How do you feel specifically about Canadian banks? 


— What are the negative things that you dislike about them? 
— What are the positive things that you like? 
— What does a bank have to do to earn your respect? 


1. When I say the word "financial services sector" what words or phrases come instantly to your 
mind? 


— Are the images that come to mind mainly positive or negative? 


2. The financial services sector is made-up of a number of different types of providers, including 
banks, credit unions, trust companies, brokerage firms, and insurance companies. Do you tend 
to see these different organization in basically the same way or do you differentiate between 
them? For example, in terms of... 


- honesty; 

— quality of products and services; 

- reliability; and 

— their contribution to the Canadian economy. 


B Consumer Behaviour/"Bundling" of Financial Services 
3. How many of you use the services of a bank? trust company? credit union? 


- Do you rely ona single financial institution for all of the financial services and products you 
need or do you use different financial institutions as well as different types (e.g., trust 
companies, credit union, insurance company)? 


— Who do you use for what? 
— everyday banking (e.g., your checking account); 
— personal loans/line of credit; mortgages; 
— credit cards; 
— car leasing; and 
— investment services (e.g., RRSPs, GICs, mutual funds, brokerage). 
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4. There are different reasons why some people rely on a single financial institution while others 
choose to deal with a couple of different institutions. 
— Why do some of you rely on a single financial institution for all or most of your needs? 


— good service from your institution; 

— familiarity with institution/staff; 

— easier to use the same institution for different products/services; and 
— have an established record/history with your institution. 


-— Why dont some of you rely on a single financial institution for all of your needs? 


— shop around for best deal; 
— haphazard approach; and 
—  service/product better/more specialized at other institutions (e.g., a broker for RRSPs). 


5. Have you personally ever felt that one of your loans or mortgage may not be approved unless 
you also purchased another product like insurance from your institution? 


— What did you do? 
— What would you do if you this happened to you? 
— Would you have any concerns? 


C Satisfaction with Financial Institution 


6. Overall, how satisfied are you with the services and products you receive from your financial 
institution compared to those of some of the other providers in the financial services sector we 
just mentioned? 


— Thinking about the last 10 years or so, would you say that your overall level of satisfaction 
with banks is increasing or decreasing? 


— Can you think of any types or services/products that have particularly improve or 
deteriorated? 


— customer service; 

— convenience; 

— range of services/products; and 
— quality of service/product. 


— Why do you say that? 
7. How do you feel specifically about service fees? 
— How aware are you of what fees your financial institution charges? 


— How big a factor are they in determining which institution you deal with? 
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— Financial institutions say that the service fees help to cover the costs of introducing new 
technology such as automated bank machines across the country, or newer services such as 
telephone or Internet banking. 


— Are service fees charged by financial institutions worth the improvements we 
mentioned? 


8. Have you ever purchased a financial product or service that completely failed to meet your 
expectations? 


— Did you try to do anything about it? What happened? 


— Are you aware of any mechanisms for dealing with consumer complaints regarding 
financial products and services? 


— Have you ever used any of them? What happened? 


D Access [CORE] 


9. Anyone with $5.00 can walk into a fast-food restaurant and have lunch. Can anyone obtain 
services and products from a financial institution? 


— Can you think of anything that would make it difficult or even impossible for some people 
to obtain services from a bank, trust company or insurance company? 


— lack of income/assets; 

— technological barriers; 

— remote access; 

— no permanent address/identification; and 
— other. 


— Have you ever felt that your ability to use the services (i.e., that is to have access to them) 
provided by financial institutions is limited? 


— What did you do? 
— Which groups do you think are most affected by these types of barriers? 


— women; 
— lower income groups; 
— self employed; 

— rural areas; 


— Should something be done to remove them, or do you think it’s not significant enough of an 
issue? 


— Do you have any ideas about what could be done? 
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—- Has new technology improved or worsened access? 


Public Responsibilities of Financial Institutions [CORE] 


. Economies are made-up of different sectors. For example, in Canada we have the automotive 


sector, petrochemical, telecommunications, fisheries, etc. Do you think that Canadian financial 
institutions owe a greater public duty than other sectors of our economy? 


—- Why/why not? 


. What about banks in particular? 


— What makes banks different from other types of businesses or corporations that are trying to 
be profitable? 


Do banks have a responsibility to provide basic bank accounts to Canadians (even if that line of 
business may not be profitable)? Should banks be able to close branches if there is greater 
access to the same services through newer technologies? 


Competition Between Banks/Alternative to Banks 
[Question 14 Core] 


Some people say that there is a fair bit of difference between the products and services offered 
between the different banks, and between banks and other types of financial institutions. Others 
say that the financial institutions are all pretty much the same. What do think? 


How much competition is there between banks? 


How about between banks and other types of financial institutions (e.g., credit unions and trust 
companies) that offer similar products and service? 


For those of you who feel that there isn’t much competition between banks, how much of an 
issue is it for you? Does it matter to you? 


— What could/should be done about this issue? 
— Have you or would you be willing to switch institutions if you were not happy with their 
service? 


What if banks were able to sell all types of financial products and services (e.g., sell insurance 
and offer financing for car leasing)? What if insurance companies were able to provide deposit 
accounts (i.e., a "bank" account)? 


— Would this be a good or a bad thing? 


— Do you have any concerns? 
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Do you see banks and insurance companies as viable competitors (i.e., that you would 
potentially use either one of them if they provided the same services)? 


Competitiveness, Mergers and Foreign Control [CORE] 


15. How important is the financial sector to the Canadian economy? 


in terms of jobs 

in terms of providing loans to individuals and businesses 
in terms of paying taxes 

in terms of exporting 


16. Do you know that the large banks are significant exporters of financial services around the 
world. For example, approximately 40 per cent of the large banks profits come from selling the 
"expertise" and services to individuals and businesses in other countries. 


Do you think it is important that Canada develop an internationally competitive industry 
that provides these services/expertise around the world like we have done in forestry or high 
technology industries? Or should banks focus on only operating strictly in Canada? 


— Why/why not? 


Can you think of any factors that effect the ability of Canadian financial institutions to 
compete globally? 


— implementation of technology; 

— freedom to downsize; 

— ability to sell the full range of financial services and products; and 

— extent of regulations and restriction (e.g., mergers, foreign ownership). 


17. So far, major Canadian banks have been prevented from merging with one another. Some 
people think these rules should be relaxed or even removed because it will allow these 
institutions to get larger and be better able to compete against large banks around the world, and 
be better able to compete against large foreign banks operating in Canada? 


What are the advantages and disadvantages of allowing financial institutions to merge? 


— strengthen the banking sector; 
— global competitiveness; 

— service quality/choice; 

— price of services/products; 

— value of the stock; 

— jobs/economy; and 

— corporate citizenship. 
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- Do your views change depending the type of financial institution involved? 


— banks merging with other banks; 
— insurance companies merging with other insurance companies; and 
— banks merging with insurance companies. 


— Under what conditions would it be OK to allow these types of mergers? 


—  service/product quality for consumers; 
— fees and prices; 

— competition within Canada; 

— Canadian vs. foreign control 

— treatment of downsized employees; and 
— other. 


18. Currently, there are rules that in effect prevent foreign control of Canadian financial institutions. 
This has meant that our largest banks are under Canadian control. How would you feel if this 
was not the case, and that our large major banks were under foreign control (i.e., owned by 
large American or European banks)? 


e Is it important that our banks are under Canadian control? Why do you feel this way? 


e What are the advantages and disadvantages of allowing foreign financial institutions to 
takeover/merge with Canadian ones? 


— more competition; 

— service quality; 

= erchoice; 

— price of services/products; 
— value of the stock; 

— jobs/economy; and 

— corporate citizenship. 


e Do your views change depending the type of financial institution involved (e.g., a large 
chartered bank such as the Bank of Nova Scotia, a trust company, or credit unions)? 


19. What if you had to chose between allowing Canadian banks to get larger through mergers or our 
banks being under foreign control. Which would you prefer? Why? 


H Technology 


20. What technologies do you use to select financial services and products and to make transactions 
(e.g., bank machines, telebanking, Internet)? 


— How do you feel about using technology for accessing financial services/products? 


— What are the advantages and disadvantages for you? 


ee TASK FORCE ON THE FUTURE OF THE CANADIAN FINANCIAL SERVICES SECTOR 


21. Some people say that consumers will increasingly have to interact with banks and other 
financial institutions through technology, such as the telephone, electronic kiosks and the 
Internet and less through branches and offices. How do you feel about this trend? 


— How do you feel about the pace of technological innovation? Are things changing too 
slowly, too fast or at just the right speed? 


— Will you be able to take advantage of this technology, or are you concerned about being 
left behind? 


— Some people say that banks closing a number of smaller branches and implementing 
more technology-based services (e.g., bank machines, Internet, telebanking) is a good 
idea because it is more convenient for consumers. Others are not so sure. What do you 
think? 


— Those of you who do not like the idea of banks and other financial institutions closing 
branches, under what conditions, if any, would it be acceptable to do so? 


— lower service fees; 

— special access programs for those require it (e.g., seniors); 
— more accessible user-friendly technology; and 

— other. 


[ Privacy 


You have undoubtedly heard people mention that we are now living in the information age. In the 
financial sector, a lot of the information that is collected and analyzed is personal information on 
clients, such as debts and assets, income, credit ratings, health information, investments and, of 
course, records of the products and services that consumers purchase. 


22. Some people have concerns about the information that is collected and the way it is used. In 
short, they worry about their personal privacy. Others say that there is nothing to worry about. 
How do you feel about the issue of privacy when it comes to the financial services sector? 


- Do you have any concerns? 
— What type of information is collected? 
— What do imagine institutions do with this information? 


— How would you feel about financial institutions using information to market 
services/products to you (e.g., noting purchase of baby clothes on your credit card to sell 
you life insurance.) 


— Are there any laws, rules or codes of conduct that govern the way personal information is 
used? 
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J Other 


23. Finally, would you like to make any other comments before we end the discussion? 


THANK YOU VERY MUCH FOR YOUR PARTICIPATION 
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Appendix 2 Field Report 


Introduction and Objectives 


Data collection involved a survey of 1,800 individuals from across Canada. Each participant 
was 18 years of age and a resident of Canada. 


This report discusses the field logistics, the resulting response rates and the data base 
management process. 


Sampling and Instrument Finalization 


The sample was selected from every telephone directory in Canada. Some were also chosen 
by a random generation method which ensures that some unlisted numbers are placed in the 
sample. Only random numbers that had at least a fifty per cent chance of being a live number 
were added to the sample. 


The survey questionnaire was developed Ekos in close consultation with the Task Force. Ekos 
designed the CATI programming for the survey items, as well as the variables to be used for 
imported information for the purposes of survey logistics. 


Prior to the pre-test, the survey instrument was discussed in a focus group setting (English and 
French) on January 15, 1998 to gauge the flow and clarity of the questions. Revisions to the 
instrument were made to clarify certain questions and to adjust some of the terminology. 


A pretest was conducted on January 22nd, 1998 to ensure the clarity and flow of the survey 
instrument as well as a check of the CATI programming of the instrument and the average 
length of the questionnaire. 


The pretest revealed the survey instrument to be longer than originally outlined in the project’s 
overall budget, although this was addressed through conducting fewer interviews given the 
large sample size. Final revisions were made to the survey instrument to clarify certain 
questions and to give a sharper focus to the questionnaire. 


Following the announcement of the proposed merger between the Bank of Montreal and the 
Royal Bank of Canada in February, 1998, the decision was made to delay undertaking the 
survey at a time when media coverage was at its peak. This was considered necessary in order 
to minimize any possible "noise" in the findings. 


Survey Logistics 


Ekos assembled a team of sixty-four experienced interviewers to conduct the survey. Every 
shift was supervised by a minimum of four shift supervisors. The survey manager or survey 
supervisor was also present on all shifts. Training included a review of the study issues, the 
survey questionnaire items, as well as telephone interviewing techniques and survey 
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administration procedures. A senior consultant was available during the first night of the survey 
to provide any additional information that became apparent that the survey team required. 


A number called one day was given a rest until the next day. No respondent was to be called 
more than once per day unless otherwise requested by the respondent. If an interviewer was 
unsuccessful in contacting a respondent on two consecutive evenings, a day call was attempted. 
Attempts to reach the respondent on the weekend were also made. No respondents were called 
after 9:00 p.m. in their own time zones unless formally requested by the respondent. 
Appointments were made with potential respondents who expressed a wish to participate at a 
more convenient time. 


Extensive use was made of Ekos’ 1-800 number with more than 100 hundred calls handled 
during the running of this study. Respondents were called a maximum of eight times. After the 
eighth unsuccessful attempt to reach a respondent the case was retired. 


Daily records were kept of all calls made, whether successful (1.e., interviews completed or 
appointments made), or not. Supervisors were on hand at all times to monitor the progress of 
all work including interviewer performance, contact records and data quality. The supervisor 
was also available to any respondents to legitimize the survey. The survey supervisor reported 
to the survey manager on a daily basis. 


Sample attrition considers all numbers not in service, ineligible respondents (those who were 
not residents of Canada). Language category was used for all people who could not respond to 
a survey in either of Canada’s two official languages. The "Other" category holds calls where 
the respondent was too ill, or whose case was a duplicate. Cases which were called eight times 
or more with no contact with a respondent were coded as "retired", and removed from the 
functional sample. Sample attrition was 42 per cent for the study. 


In total, 1,800 interviews were completed over a nineteen day period. Field work started on 
March 17th, and terminated on April 4th. The overall response rate was 18 per cent within the 
functional sample contacted at the conclusion of the survey. Exhibit 1 provides details for each 
response category, as well as the percentage across attrition/functional sample cases. 


The margin of error for the overall sample is + 2.3 per cent, indicating the level of precision of 
the responses nineteen times out of twenty. Larger margins of error are associated with 
subgroups of the sample. 


Data Base Management 


The purpose of data base management is to transform the survey data into a computerized 
format and create a usable file for the required analysis. 


In the context of CATI the survey data base is created as the survey unfolds. Each interview is 
added to the final data base as it is completed. Answer consistency checks and skips are 
programmed right into the questionnaire so that questions cannot be asked when they are not 
required and cannot be left unanswered when they require and entry. Data editing is thus 
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relegated to a minor check of "non applicable" code attribution in cases where backwards skips 
occurred during an interview. 


— Following completion of the field component, the data were reviewed and cleaned. The data 
were weighted according to province, sex, and age. 


EXHIBIT 1 


Response Rates 


Centers Original Sample 

Total Sample 14,755 
Less Attrition 

Ineligible/Screened out i& 
Language difficulty 466 
Not in service 3)723 
Other 244 
Total Sample Attrition 1509 
Total Functional Sample 10,220 
Completions 1,800 


Completion Rate (based on Functional Sample) 18% 
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